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ABSTRACT 
 
 After 1994, the democratic South Africa passed a number of legislations in order to 
address the imbalances of the previous apartheid regime. The new South African 
government had a special mandate to provide appropriate services to all the citizens 
of the country. 
In 1995 the government formulated the White Paper on the Transformation of the 
Public Service. The aim was to transform the South African public service, which is 
the indication of the importance of service delivery, as the key machinery of the 
government to equalize service delivery to all citizens. In 1996, the Constitution of 
the Republic of South Africa anchored the Bill of Rights as the cornerstone of 
democracy that enshrines the rights of all people and affirms the democratic values 
of human dignity, equality and freedom. Chapter ten of the Constitution stipulates the 
basic values and principles governing public administration. 
 The South African Government has developed a wide range of legislation that 
ensures that communities are consulted on a continuous basis with regard to how 
services need to be rendered. Communities have a right to be consulted and to give 
input into issues affecting them. Public consultation as envisaged in the South 
African legislation has, however, not yielded the desired results which is evident in 
the spate of service delivery protests over poor or non-service delivery.  
Section 152(1) (e) of the constitution stipulates amongst others, promotes 
involvement of communities and community organisations in the matters of local 
government. Section 73 of the Municipal Structures Act (no.117 of 1998) also 
requires municipalities to establish ward committees in a manner that seeks to 
enhance participatory democracy at the local level. 
The study therefore is to check that decision-makers at the Chris Hani Municipality 
understand the consequences of their decisions before they act and people affected 
get the opportunity to participate in designing their future  
 
 
 
 
v 
 
LIST OF ACCRONYMS 
 
CDW     Community Development Worker 
CoGTA    Cooperative Governance and Traditional Affairs 
DPLG     Department of Provincial and Local Government 
GDP     Growth Domestic Product 
IDP     Integrated Development Planning 
NGO     Non-Government Organisation 
CBO     Community Based Organisation 
HDI                                               Historically Disadvantage Individuals 
SPU     Special Programmes Unit 
IDF     Integrated Development Forum 
LED     Local Economic Development 
UNDP                                           United Nations Development Programme 
CBP     Community Based Planning 
GEAR     Growth, Employment and Redistribution 
M & E     Monitoring and Evaluation 
 
 
 
 
 
 
 
 
vi 
 
TABLE OF CONTENTS 
 
TOPIC         PAGE NUMBER 
Dedication          i 
Acknowledgement         ii 
Declaration          iii 
Abstract          iv 
List of Acronyms         v 
 
CHAPTER 1 
1.1. Background and Introduction      1- 2  
1.2. Openness and Transparency      2- 3 
1.3. Delimitation of the Study       3 
1.3.1. Lukhanji Local Municipality      3 - 4 
1.4. The Statement of the Research Problem    4 
1.5. Research Objectives       5  
1.6. Research Questions       5 
1.7. Literature Review        5 - 12 
1.8. Research Methodology       13 
1.9. Target Population        13 - 14 
1.10. Data Collection        14 
1.11. Ethical Consideration       14 
1.12. Division of Chapters       15 
 
CHAPTER 2: Literature Review 
2.1. Introduction         16 
2.2. Legislative Framework       16 - 19 
2.3. An Evolving Approach in Public Participation    19- 20 
2.4. Principles around Participation      20 - 21 
2.5. Making Public Participation a Reality     21 
2.5.1. Establishing Ward Committees with clear delegated functions 21 - 23 
 
 
vii 
 
2.5.2. Ward Councillor        23 
2.5.3. Public Officials        23 - 24 
2.6. The Service Delivery Principle of Batho Pele    24- 25 
2.6.1. Consultation         25 - 27 
2.6.2. Service Standards        27- 28 
2.6.3. Increasing Access        28 - 30 
2.6.4. Courtesy         30 - 31 
2.6.5. Information         31 
2.6.6. Openness and Transparency      31 - 32 
2.6.7. Redress         32 - 33 
2.6.8 Value for Money        33 - 34 
2.7. Different types of participation by communities   34 
2.7.1. Passive participation       34 
2.7.2 Participation by consultation      34 
2.7.3. Participation by collaboration      34 - 35 
2.7.4. Empowerment participation       35 
2.8. Public Participation on IDP       35 - 36 
2.9. Community Action on Participation     36 - 37 
2.10. Community- Based Services      37 - 38 
2.11. Accountability/ Monitoring and Evaluation    38 
2.12. Wards and their linkages to Local Government   38 - 39 
2.13. Participatory Budgeting       39 
2.14. Right to Public Participation      39 - 40 
2.15. Global Governance Participation and the Public Sphere  40 - 42 
2.16. Challenges Facing Local Government in Provision of Services 42 -44 
2.17. Service Delivery Protests       44 - 46 
2.18. Conclusion         46 
 
 
viii 
 
CHAPTER 3: Research Design & Methodology    47 
3.1. Introduction         47 - 48 
3.2. Target Population        48 - 49 
3.3. Data Collection        49 
3.4. Research Tools        49 - 51 
3.5. Ethical Consideration       51 
3.6. Data analysis and Interpretation      51 
3.7. Data Analysis         52 - 53 
3.8. Data Interpretation        53 
 
CHAPTER 4 
4.1. Data Analysis         54 
4.1.1. Introduction         54 - 55 
4.1.2. Population         56 
4.1.3. Age Group Respondents       56 - 57  
4.1.4. Gender Respondents       57 
4.2. Transparency         58 – 59 
4.3. Public Participation and Consultation     59 - 64 
 
CHAPTER 5 
5.1. Introduction         65 
5.2. Findings         65 
5.2.1. In terms of Transparency       65- 66 
5.2.2. In terms of public participation and consultation   66 - 70 
5.3. Recommendations        70 - 71 
5.4. Conclusion         71 - 73 
 
 
 
ix 
 
BIBLIOGRAPHY         74 - 77 
ANNEXURES         78 - 88 
    
 
 
1 
 
CHAPTER ONE 
1.1.  Background and Introduction. 
Public participation is relatively a new phenomenon in South Africa. The apartheid 
government created race based municipalities and laws that prevented blacks‘ 
participation on the systems of government. Under apartheid, the most power 
resided at the centre of then national government with local government being the 
lowest sphere within a strict hierarchical structure.  
As from 1994, South Africa has an obligation to promote public participation in 
respect of the processes relating to service delivery. It is argued that this concept of 
public participation comes from the Freedom Charter which is a unique document 
that for the first time ever, the people were actively involved in formulating their own 
vision of an alternative society. The existing order of State oppression and 
exploitation which was prevalent in the 1950‘s was totally rejected. 
One of the key elements of Freedom Charter (1955) Clause (1) is that ―People shall 
govern‖ that means: 
 Every man and woman shall have the right to vote for and to stand as 
candidate for all bodies which make laws; 
 All people shall be entitled to take part in the administration of the country; 
South Africa has a number of legislations that support or give emphasis on public 
participation in local government. As much as these legislations are available, there 
is still a problem in local government on how to make them work in terms of 
empowering the public and taking mandate from the public. The intention of the 
study is to concientise the public or communities about their role on the formulation 
of policies and taking decisions on things that affect them such as projects and 
programmes. 
 The constitution of Republic South Africa 1996, Section 151(1)(e) obliges 
municipalities to encourage the involvement of communities and community 
organizations in local government and section 152(1)(b) specifies that services 
should be provided to communities in a sustainable manner and that social and 
economic development be promoted. Chapter 2 of the constitution highlights bill of 
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rights including equality, human dignity, freedoms, environment, as well as rights to 
housing, health care, food, water, social security, education, access to information.  
In terms of basic values and principles governing public administration, as enshrined 
in section 195 of the Constitution, people‘s needs must be responded to, and the 
public must be encouraged to participate in policy-making. Section 32 of the 
constitution provides for universal right to access to information held by State to 
facilitate the exercise or protection of any right by citizens e.g. the right to access 
public service in an equitable, convenient and cost-effective manner. 
The White Paper on Transformation of the Public Service of 1995 and the Public 
Service Regulation of 1999 and 2001- seek to transform a culture of Public Service 
delivery from prescribing service packaging to citizens, and to put citizens at the 
centre of service delivery. 
The Batho Pele mission of creating the people-centred and a people driven public 
service is characterised by equity, quality, timeousness and a strong code of ethics. 
One of the Batho Pele principles is Consultation where it is said that there are many 
ways to consult users of services including conducting customer surveys, interviews 
with individual users, consultation with groups, and holding a meeting with consumer 
representative bodies, Non- Governmental Organisations (NGOs) and Community 
Based Organisations (CBOs). Often, more than one method of consultation will be 
necessary to ensure comprehensiveness and representativeness. Consultation is a 
powerful tool that enriches and shapes government policies such as Integrated 
Development Plans (IDPs,) budget and its implementation in Local Government 
sphere. 
Another principle of Batho Pele is increasing access. The aim of this principle is to 
provide a framework for making decision about delivering services to many South 
Africans who do not have access to them. 
1.2 Openness and transparency 
A key element of openness and transparency is that the public should know more 
about the way national, provincial and local government operate, how well they 
utilise resources they consume, and who is in charge. It is anticipated that the public 
will take advantage of this principle and make suggestions for improvement of 
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service delivery mechanism, and even make government employees accountable 
and responsible by raising queries with them. 
The municipal authorities have an obligation to involve community and community 
organisations on the formulation of budgets and integrated development plan (IDP) 
and priorities. Measures to entrench public participation and to transform local 
government functions focusing on development were introduced. 
Public participation empowers communities to hold their municipalities to account 
and on the other hand, it helps the communities to own their own projects or 
properties because sometimes you will find that when the community is not 
consulted it is easy for communities to vandalise properties when they do not own 
them. Public participation can also be useful on improving good governance. An 
empowerment of community leads to an empowerment of local municipality, where 
development initiatives are more directed and targeted towards community needs. 
There are increased costs and energy required to determine who should be involved 
in the public participation process. Hicks (2006:1) concludes that citizen participation 
in municipal decision-making is often merely elite participation through NGOs, CBOs, 
and interest groups who have access to necessary resources. 
1.3 . DELIMITATION OF THE STUDY 
1.3.1. Lukhanji Local Municipality 
Lukhanji Municipality is situated in the Northern Region of Eastern Cape Province. 
This municipality has two towns namely Queenstown which is the bigger town that is 
well developed in terms of resources and Whittlesea which is a very small town and 
is poor in terms of resources. This municipality has 28 wards which are divided into 
towns, townships, suburbs, villages and farms. 
Lukhanji Local Municipality has an estimated population of about 195 000 living in 
51054 households. On average, there are four persons per household. The majority 
(91%) of the population remains Black even though there is a relatively high level of 
mix when compared to other Eastern Cape municipalities in the region. 
This municipality is a strategic and important economic sub-region of the Chris Hani 
District Municipality (CHDM). It has the highest concentration of urban settlement, 
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industrial activity, commerce, transport infrastructure services; regional service 
centres (offices of government and NGOs), social development services (tertiary 
schools, specialist health facilities, and other amenities). Lukhanji has an estimate 
GDP of R2,7 billion by 2008 (Global Insight) .This accounts for over 48% of the 
district GDP of R5,7 billion (Global Insight 2008).The following are key economic 
indicators: 
 53% of population is indigent (with incomes of less than R1500pm) 
 Lukhanji Municipality has highest historically disadvantaged individuals(HDI) 
in the region (0,60) 
 Unemployment is estimated at 32% (official definition ) 
 Lukhanji‘s economy has comparative regional advantage in trade, finance and 
transport sectors  
 Largest portion of household incomes is spent on food (23%), transport (14%) 
and finances or payment of policies (16%)(Lukhanji IDP:14) 
 
1.4. THE STATEMENT OF THE RESEARCH PROBLEM 
The Constitution and Municipal Systems Act no 32 of 2000 and other related 
legislations promote public participation in all spheres of government. Even 
though the legislation guides the municipalities on promoting public participation, 
there are still service delivery protests. The public protest which took place in 
Lukhanji Municipality, at the area of Polar Park where the residents were 
complaining about sewerage and water services that they do not have, is an 
example. 
The main problem to be addressed in this study is the extent to which Lukhanji 
municipality involves the communities on decisions of service delivery 
programmes and projects. 
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1.5. Research objectives 
 
The objectives of the study are as follows: 
 To provide an overview of Public participation in relation to service delivery. 
 To investigate the importance of implementing public participation in Lukhanji 
municipality. 
 To assess the role of councillors, ward committees, and public officials in 
public participation. 
 To assess if the communities are aware of their role they play on decisions 
and policies of their municipalities.  
 
1.6. RESEARCH QUESTIONS 
 
 What is the function of a councillor in community and at the municipality? 
 What is the function of ward committees in the community and at the 
municipality? 
 How does community participate in development projects? 
 Does the community participate in an Integrated Development Plan? 
 Which programmes are brought by the municipality to the community? 
 Does the community engage municipality on any programmes? 
 
1.7. LITERATURE REVIEW 
Chapter 2 of the Constitution of South Africa (1996) outlines the Bill of Rights 
including the rights to equality, human dignity and freedom, as well as rights to 
housing, health care, food, water, social security, education, a clean environment 
and access to information. 
In terms of the roles of national, provincial and local spheres of government, the 
Constitution states that: 
 Municipalities (are) to encourage the involvement of communities and 
community organisations in local government. (Section 151 (1) (e)). 
 Local government is to encourage the involvement of community 
organisations in the matters of local government. Section (152 (1)(b)). 
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 In terms of the basic values and principles governing public administration. 
People‘s needs must be responded to, and the public must be encouraged to 
participate in policy making. Section 195 (e) 
The Municipal Systems Act 32 of 2000 defines ‗‘the legal nature of a municipality as 
including the local community within the municipal area, working in partnership with 
the  municipality‘s political and administrative structures to provide for  community 
participation‘‘. Almost all of the Acts and guidelines that are directed towards 
regulating service delivery in local government put community participation at the 
centre of such delivery. Municipal Property Rates Act no 6 of 2004 is of the view that, 
the local community must be invited to submit comments and representations to the 
municipality concerned within a period specified in the notice, which may not be less 
than 30 days. 
A guideline for Operation of Ward Committees (2005:6) states that ward committees 
are meant to be a form of bridge to facilitate proper communication between council 
and citizens they represent. According to National Policy Framework for Public 
Participation (2007:1) public participation is an accountable process through which 
individuals or groups within selected communities can exchange views or influence 
decision-making. It further defines public participation as a democratic process of 
engaging people, deciding, planning, and playing an active part in the development 
and operation of service that affects their lives. 
According to the Department of Provincial and Local Government (DPLG) research 
report on public participation as quoted by Ngamlana (2011:16) public participation is 
promoted for four main reasons; firstly; public participation is encouraged because it 
is a legal requirement to consult. Secondly, it should be promoted in order to make 
development plans and services more relevant to local needs and conditions. 
Thirdly, participation may be encouraged in order to hand over responsibility for 
services and promote community action. Lastly, public participation should be 
encouraged to empower local communities to have control over their own 
livelihoods. 
The basic assumptions underlying public participation therefore include: 
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 Public participation is designed to promote the values of good governance 
and human rights; 
 Public participation acknowledges a fundamental right of all people to 
participate in the governance system 
 Public participation is designed to narrow the social distance between the 
electorate and elected institutions 
 Public participation requires recognising the intrinsic value of all of our people, 
investing in their ability to contribute to governance processes 
 People can participate as individuals, interest groups or communities more 
generally. (www. nmmu.ac.za) 
According to White Paper on Local Government 1998, the objects of community 
participation are embedded in the following four principles: 
 To ensure political leaders remain accountable and work within their mandate; 
 To allow citizens (as individuals or interest groups) to have continuous input 
into local politics; 
 To allow service consumers to have input on the way services are delivered‘ 
 To afford organised civil society the opportunity to enter into partnerships and 
contacts with local government in order to mobilise additional resources 
Public participation is relevant to every sector of development. The assumption is 
that public participation is positive in that it can contribute to making programmes 
more sustainable. Public participation in local government processes, especially in 
the IDP, is imperative to the promotion of institutional democracy. 
Craythorne (2006:318),states that external communication relates to communicating 
with persons and organisations, and it takes place not only with the local community 
residents but also with the business sector, other spheres of government and organs 
of state, suppliers and contractors and, indeed, the whole world outside of the 
council‘s political and administrative structures. 
It follows that there should be different approaches to external communication 
depending on the target concerned but as a general rule, communication with organs 
of state, the business sector, suppliers, etc. will be formal and mostly in writing. The 
words ‗‘local community‘‘ create the impression that the community is a single 
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indivisible group of people, when this is seldom the case. The ‗‘local community‘‘ is 
also known as civil society represents the whole spectrum of the different classes, 
cultures, races, groups, etc. of people in society and the numerous organisations 
established to represent and deal with the range of interests - (Craythorne 
2006:318).Such organisations are sometimes called NGO‘s (non-governmental 
organisations) and, where they relate to a specific community matter, they are known 
as CBO‘s (Community –Based Organisations). 
Communication with the local community must be tailored to the level of education of 
the various sectors and the accessibility those persons have to the means of 
communication used. For example, in so-called up-market areas where educated 
people live, communication could take place through press advertisements in the 
daily newspapers of the area, through the free community newspapers, through the 
distribution of information leaflets or inserts in these newspapers, or through 
messages distributed together with the monthly billing sent to property owners. 
 All these approaches are based on the assumption that such sectors of the 
community are literate. Undeniably, many residents of towns and cities have not had 
the advantage of any schooling at all, or have attended school so briefly they are 
functionally illiterate. There is not much point to sending written documents to people 
who cannot read them. (Craythorne 2006: 318). 
Zimmerman (1986:1) argues that whilst there is agreement that citizens should play 
an informed and active role in governance system, the forms and the extent that 
citizen participation should take must be objective in order to achieve the desired 
outcomes. 
According to Varenhorst (2002:2), elected officials are said to carry a fundamental 
responsibility since they establish, to a large degree, the social, political, and 
administrative climate within which the planning process functions. It is therefore 
inevitable that their attitude will determine the failure or success of planning. 
Because it is this larger arena that the basic objectives and policies are redefined 
and defined, the elected officials then have a responsibility to determine specific, 
concrete programmes and services for their local government by passing budgets 
and adopting ordinances  or regulations. 
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Cloete (1994:75) argues that although democracy is described as ―government of 
the people, for the people by the people‖, there will always be only a small number of 
people in a democratic state who have the lawful authority to take decisions which 
can be enforced upon the population. The ideal structure of public institutions 
required for a democracy is not really relevant here. Democracy is, in fact, not tied to 
a particular government structure. However, to comply with the tenets of democracy, 
legislatures should be constituted in such a way and political office-bearers arranged 
in such a manner that they cannot abuse the powers which have been entrusted to 
them to further their own interests or the interests of only a specific population group. 
 However, the individual cannot be allowed to achieve the greatest wellbeing in a 
selfish and mercenary way at the expense of the community or the general welfare. 
If selfishness and greed are allowed, the general welfare will suffer. To meet the 
objectives of democracy, the machinery of government should be organised in a 
manner which will allow transparent deliberation, consultation and the exercise of 
discipline. This will ensure that the views of all interested parties are taken into 
account to find a fair solution; that all the needs of the people will be aired, and each 
will compete on a basis of equality with the others for a share of the available 
financial resources. When steps are then taken to satisfy the needs, caution will be 
exercised to ensure that interests of one group are not unfairly prejudiced exercised 
or those of another not unjustly favoured. (Cloete 1994:75). 
 Discrepancies among persons and groups will consequently be common, or 
eliminated where they have already developed. If the citizens neglect to use their 
rights to observe the activities of public authorities and also neglect their right to 
voice their opinions, they cannot summarily accuse the political office- bearers and 
the officials misusing their authority or of bureaucratic behaviour. If citizens approve 
of or remain silent about decisions based on either insufficient knowledge or poor 
insight, they will have only themselves to blame for the inferior quality of public 
administration which they receive.   
Cloete and de Coning(2011:91), state that Political leaders often use public 
speeches, media debates or political campaigns to raise and mobilise mass public 
awareness and support for policy issues that they want to promote. Once there is 
mass-based support for issues, it becomes very difficult not to address them 
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Cloete and de Coning( 2011:91) define participation in developmental activities as 
‗‘popular participation that entails the creation of opportunities that enable all 
members of a community and the larger society to actively contribute to and 
influence the development process and to share equitably in the fruits of 
development.‘‘ 
Acceptable community participation normally takes place in the following ways: 
1. Through the involvement of legitimate, democratically elected political 
representatives (e.g. town or city councillors or other political representatives 
at other governmental levels). They usually get policy mandates in elections 
or ward/ constituency meetings, or exercise their discretion as elected 
representatives of the community. They are also expected to report back to 
their voters regularly in order to obtain ratification of their decisions on behalf 
of the community, or to seek new mandates. 
2. Community participation can occur through the involvement of leaders of 
legitimate organisations in the community who represent different interests 
and segments in that community (e.g. civic, cultural, religious, welfare, 
recreational, youth, business and other organisations). The more substantial 
the interests that are represented, the more influential the involvement of the 
organisation and its leaders will be. There must also be regular feedback from 
these leaders to their constituents in order to legitimise their actions. 
3. Community participation can take place through the involvement of individual 
opinion leaders in the community concerned. Some individuals can influence 
prevailing opinions if they are held in high regard and respected by the 
community as individuals, irrespective of their position in the community. 
4. Community participation can be achieved through the direct involvement of 
ordinary members of the public in mass activities (e.g. attendance at public 
meetings, participation in protest marches, consumer boycotts and other 
types of direct mass action). The numbers involved in these actions are 
indicative of the degree of support expressed by the community for cause 
concerned.(Cloete et al:-,2011:91). 
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 According to the United Nations Development Programme (UNDP) (1981:7-8), as 
quoted by Cloete and de Coning, (2011:93), the following constraints make popular 
participation very difficult: 
 Extreme disparities in wealth, income, power and status of communities 
 Economic control in the hands of a few elites 
 State machinery lacking the means to distribute resources 
 Deep divisions between people on the basis of ethnicity, language, sex and 
age 
 Skewed demographic patterns of settlement 
Popular participation can be categorised on the basis of how it is initiated (UNDP, 
1981:8); 
 Spontaneous participation (voluntary, bottom-up without external support)  
 Induces participation (sponsored, mandated and officially endorsed) 
 Coerced participation (compulsory, manipulated and contrived).United 
Nations Development Programme (UNDP) (1981:7-8). 
Induced participation is the most prevalent in developing countries. Governments 
frequently have to use such strategies as motivating and training local leaders to 
assume leadership roles, establishing self-management and cooperative 
organisation and promoting civic community bodies but in the long run, popular 
participation that is forced and lacking in public support will turn out to be counter-
productive and erode citizen interest in becoming involved in development 
activities(UNDP,1981:8). 
The UNDP comes to the conclusion that in many developing countries the planning 
process is not accessible to the deprived population, while the nature of the existing 
participation is normally just consultation, which is not binding on planners .Planning 
at local level normally means planning the implementation of policies decided at 
higher levels. Although this does not offer the opportunity to participate in policy 
making, this form of participation can be effective if it contributes to the distribution of 
the benefits of development (UNDP, 1981:14 - 15). 
Participation in community development projects can be enhanced by the following: 
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 Decentralisation of planning 
 Education of both planners and the community 
 Improved information and communications systems 
 Active promotion by the government of innovative ways of popular community 
participation including participation in project management and participation 
by women (UNDP,1981:17,22,24) 
The following factors have been identified in comparative studies as having a 
negative impact on participation in planning: 
 Centralisation of the planning process 
 Complexities of planning 
 Lack of information and technical data 
 Costs of participation in terms of time loss, financial costs and standards 
 Negative attitudes of planners to popular participation 
 Popular resistance to participation as a result of apathy, feelings of 
powerlessness, and other negative emotions (UNDP,1981:16, 17) 
Botes (1992:308) contends that, human needs, desires and demands change from 
day to day and from place to place, and for this reason, it can be expected that, the 
public need would influence the process of policy making to a great extent. As it is, 
state‘s responsibility to satisfy the many needs, desires and demands of society, has 
to stay abreast of the rapidly changing circumstances. 
This is about asking the citizens what they want and finding out how best their needs 
can be met. It is of utmost importance to do consultation of citizens on things that 
affect them. Consultation must be conducted intelligently according to proven 
scientific methods Gildenhuys and Knipe, (2000:131). 
Through communication, government ensures that, it is not pursuing its own agenda 
but general welfare of broader population by encouraging the public to participate in 
policy making. The reasons for public undertaking consultation are consensus 
building and that should be present in almost all public endeavours- (Crous, 
2004:577). 
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1.8. Research  Methodology 
The study  used qualitative research methods. 
Qualitative research is all about exploring issues, understanding phenomena and 
answering questions (http://www.qsrinternational.com). 
Research methodology can be described as a method through which the researcher 
collects, analyse and interprets data in order to achieve the research aims and 
objectives. Babbie and Mouton (2001:103) argue that research methodology deals 
with whom or what will be studied to collect information, identification of subjects and 
how will the information be obtained.  
The methodology that is used take into consideration the nature of the study and the 
analysis of the respondents participating in municipal processes. Creswell 
(1994:117) contends that a survey design provides a quantitative or numeric 
description of some fraction of the population. According to Thomas (2003: 87) 
qualitative researchers seek explanations and predictions that will generate to other 
and places. . 
 According to Neuman (2006:151) there are two approaches to research, namely 
qualitative and quantitative research. Qualitative researchers often rely on 
interpretive or critical social science and emphasize conducting detailed 
examinations of cases which arise in the natural flow of natural life. Quantitative 
researchers rely on a positivist approach to social science, and emphasizing on 
measuring variables and testing hypothesis which are linked to general casual 
explanations. 
1.9. Target population 
Thomas (2003:41) contends that a target variable is a specified characteristic of a 
group or collective. The collective can be people, objects, places or institutions or 
periods of time or a combination of variables. Creswell (2005:145) states that a 
group of population is any group of individuals with some common defining 
characteristic that a researcher can identify and study - The targeted population will 
be the community members, ward councillors, ward committees and public officials. 
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Lukhanji municipality has 27 wards, from these wards seven wards would be 
selected together with its ward councillor based on their demographics as for two 
ward committee members will be selected from each ward. The public officials will be 
three, one from the IDP section, one from customer care and one from project unit 
Therefore interviews will be conducted with the members of the community to check 
interaction with their ward committee, ward councillor and the municipality officials 
and their participation in municipal affairs. 
1.10.  Data collection 
According to Fox and Bayat (2007:55), random sampling is drawn from the 
population, in such a way that each element of the population has the same chance 
of being selected. 
For the purpose of obtaining information for the study, the survey research will be 
used, as it is the commonly used method in social sciences. The interviewees will be 
community members, selected councillors, selected ward committees, and selected 
public officials. 
Information will be gathered through use of interview and questionnaires. Telephone 
contact will be used to secure appointments before interviews. The interviews will be 
highly structured and will have specific questions 
1.11. Ethical consideration 
Research ethics will be considered when conducting this study. All participants will 
be informed that the participation would be voluntary and that anonymity would be 
guaranteed. Only the initials would be requested from all participants with the view of 
ensuring confidentiality and information relating to the study would be made 
available by the researcher. 
The purpose of the research to the participants will be clarified in a way that will 
recognise the rights and obligations of all the parties involved. This will allow for 
situation where the integrity of the research process is welcomed. 
Permission to conduct the research would be asked from Municipal Managers and 
Speaker of both municipalities. 
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1.12. Division of chapters 
Chapter 1 explores the background, the research problem, the objectives, literature 
review, research methodology and outlining of chapters. 
Chapter 2 will provide literature review. 
Chapter 3 focuses on the research methodology qualitative research process, the 
tools that are used to collect the information, the interpretation of data and findings.  
Chapter 4 provides data analysis. 
Chapter 5 provides recommendations, findings and conclusion. 
 
     
 
 
 
 
 
 
  
 
 
16 
 
CHAPTER 2 
2.  LITERATURE REVIEW 
2.1. INTRODUCTION 
Since the establishment of the local sphere, a number of measures to support and 
strengthen local government have been undertaken. The objective of this chapter is 
to ensure that the municipalities do their service delivery effectively, efficiently and in 
an accountable manner guided by the concept of public participation. 
This chapter provides legislative analysis on public participation, discusses the role 
of councillors, ward committees, public officials and communities and explain the 
challenges relating to public participation at municipalities. It also checks on reasons 
that causes service delivery protests. 
2.2. LEGISLATIVE FRAMEWORK 
Since 1994 the government has put in place policy and legislative frameworks that 
seek to promote participatory governance 
The notion of public participation in all spheres of government is embedded in the 
South African Constitution Act 108 0f 1996. Chapter 2 of the Constitution includes a 
Bill of Rights including equality, human dignity, freedoms, environment, as well as 
rights to housing, health care, food, water, social security, education, access to 
information. In terms of the roles of national, provincial and local spheres of 
government the Constitution states: 
‗‘section 151 (1)(e) – obliges municipalities to encourage the involvement of 
communities and community organisations in local government. Section 152 – states 
that the objects of local government (are) to encourage the involvement of 
communities and community organisations in the matters of local government.  
Whereas Section 195 (e) –  states that in terms of the Basic values and principles 
governing public administration- people‘s needs must be responded to, and the 
public must be encouraged to participate in policy- making‘‘ 
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This is given effect in several areas of legislation including local government, 
parental managing of schools, and rights to information. We will concentrate on the 
linkage to local government. 
According to the White Paper on Local Government (1998), the objects of 
community participation are embedded in the following four principles: 
 To ensure political leaders remain accountable and work within their mandate; 
 To allow citizens ( as individuals or interest groups) to have continuous input 
into local politics; 
 To allow service consumers to have input on the way services are delivered; 
 To afford organised civil society the opportunity to enter into partnership and 
contracts with local government in order to mobilise resources. 
The White Paper also suggests that the municipalities should develop mechanisms 
to ensure citizens participation in policy initiation and formulation, and the Monitoring 
and Evaluation (M&E) of decision-making and implementation. The following 
approaches can assist to achieve this: 
 Forums to allow organised formations to initiate policies and/or influence 
policy formulation, as well as participate in Monitoring and Evaluation (M&E) 
 Structured stakeholders involvement in certain Council committee, in 
particular if these are issue-orientated committees with a limited lifespan 
rather than permanent structures 
 Participatory budgeting initiative aimed at linking community priorities to 
capital investment programmes 
 Focus group participatory action research conducted in partnership with 
NGOs and CBOs can generate detailed information about a wide range of 
specific needs and values‖ 
The Municipal Structured Act 117 of 1998 as amended allows for Category A 
municipality with sub-council or ward participatory system, or a Category B 
municipality with a ward participatory system, and Executive committees or 
Executive Mayors must annually report on the involvement of communities and 
community organisations in the affairs of the municipality. 
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Section 72 of the Municipal Structures Act 117 of 1998 states that the object of a 
ward committee is to enhance participatory democracy in local government. Section 
74 of Municipal structures Act 117 of 1998 on functions and powers of ward 
committees – a ward committee may make recommendations on any matters 
affecting its ward, to the ward councillors, through the ward councillor to the metro or 
local council and has such duties and powers as the metro or local council may 
delegate to it. 
The Municipal Systems Act No.32 of 2000 defines ‗‘ the legal nature of a municipality 
as including the local community within the municipal area, working in partnerships 
with the municipality‘s political and administrative structures to provide for community 
participation‘‘. Section 16(1) of the Municipal Systems Act requires the municipality 
to develop ‗a culture of municipal governance that complements formal 
representative government with a system of participatory governance‘. 
 According to the Municipal Systems Act Section 4(c) (e), the council has the duty to: 
 (c)  Encourage the involvement of the local community 
 (e) Consult the community about the level quality, range and impact either of 
municipal services provided by the municipality, directly or through another service 
provider 
5(a) members of the community have the right 
   (b) To contribute to the decision-making processes of the municipality and submit 
written        or oral recommendations, representations and complaints to the 
municipal council 
   (c) To be informed of decisions of the municipal council 
    (d) To regular disclosure of the affairs of the affairs of the municipality, including its 
finances 
Section 16 (1) of Municipal Systems Act No32 of 2000: 
(a) Encourage and create conditions for the community to participate in the affairs 
of the municipality, including in the IDP, performance management system, 
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monitoring and review of performance preparation of the budget, strategic 
decisions re municipal services 
(b) Contribute to building the capacity of the local community to participate in the 
affairs of the municipality and councillors and staff to foster community 
participation 
Section 42 of the Municipal Systems Act, postulates that a municipality, through 
appropriate mechanisms, processes and procedures must involve the local 
community in the development, implementation and review of the municipality‘s 
performance management system, and in particular, allow the community to 
participate in the setting of appropriate key performance indicators and performance 
targets of the municipality. (Draft National Policy Framework for Public Participation, 
2005: 3). 
2.3. AN EVOLVING APPROACH IN PUBLIC PARTICIPATION 
The Draft National Policy Framework for Public Participation (2005: 5) states that, in 
South Africa we saw a series of approaches over the last 20 years. The struggle 
against apartheid left a powerful legacy of community management, community 
based organising and mobilising against the overweening power of the Apartheid 
State, contrasting with a widespread feeling of passivity and dependence. The 
immediate independence phase saw the emergence of project based community 
participation. However a passive recipient mind-set continued, with expectations of 
the new Government to deliver development, rather than supporting people to 
achieve their own development. This has remained a barrier to more empowering 
participative systems. There was then a move to a community development 
approach, supported by government. However, often government has acted more as 
gatekeepers and controllers than as facilitative bodies allowing communities to 
control resources and resource allocation. We are now moving to a new phase of 
partnership and negotiated development, and a people‘s contract where 
communities recognise their rights but also their responsibilities and state has duties 
to respond and facilitate.(Draft National Policy Framework for Public Participation 
2005:7) 
Current approaches, which are being advocated, include: 
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 Legitimate structures for community participation(ward committees); 
 Mechanisms for communities to plan (Community-Based Planning, CBP); 
 Integrating this planning with the Integrated Development Planning(IDP) 
process of local governments; 
 Support for wards to implement their plans, using discretionary funds that they 
control, and encouraging voluntary action to do so; 
 Providing facilitation and support to ward committees and community groups 
using community development workers; 
 Holding ward committees and municipalities to account. 
In terms of the ladder of participation, this demonstrates that we are moving to a 
partnership and approach between citizens and government, and this framework 
advocates moving to citizens represented by ward committees having recognised 
powers, with delegated responsibilities. In other words, we are aiming to move 
beyond rhetoric of participation, to practical means of empowering citizens to take 
charge of their own development, in partnership with government. (Draft National 
Policy Framework for Public Participation 2005:10). 
2.4. PRINCIPLES AROUND PARTICIPATION 
Draft National Policy Framework for public participation (2005:6) states that, in order 
to make this a reality we must be guided by a series of principles: 
 Inclusivity – embracing all views and opinions in the process of community 
participation. 
 Diversity – In a community participation process, it is important to understand 
the status and sexual orientation. These differences should be allowed to 
emerge and where appropriate, ways sought to develop a consensus. 
Planning processes must build on this diversity. 
 Building community participation – Capacity- building is the active 
empowerment of role players so that they clearly and fully understand the 
objective of public participation and may in turn take such actions or conduct 
themselves in ways that are calculated to achieve or lead to the delivery of the 
objectives. 
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 Transparency – promoting openness, sincerity and honesty among all the role 
players in a participation process 
 Flexibility – the ability to make room for a change for the benefit of the 
participatory process. Flexibility is often required in respect of timing and 
methodology. If built into the participatory processes upfront, this principle 
allows for adequate public involvement, realistic management of costs and 
better ability to manage the quality of the output. 
 Accessibility – at both mental and physical levels – collectively aimed at 
ensuring that participants in a public participation process fully and clearly 
understand the aim, objectives, issues and the methodologies of the process, 
and are empowered to participate effectively. Accessibility ensures not only 
that the role players can relate to the process and the issues at hand, but also 
that they are, at the practical level, able to make their input into the process. 
 Accountability – the assumption by all the participants in a participatory 
process of full responsibility for their individual actions and conduct as well as 
willingness and commitment to implement, abide by and communicate as 
necessary all measures and decisions in the course of the process. 
 Trust, Commitment and Respect – above all, trust is required in a public 
participatory process. Invariably, however, trust is used to refer to faith and 
confidence in the integrity, sincerity, honesty and ability of the process and 
those facilitating the process. Going about participation in a rush without 
adequate resource allocations will undoubtedly be seen as a public relations 
exercise likely to diminish the trust and respect of community in whoever is 
conducting the process in the long term, to the detriment of any public 
participation processes. 
Integration – that public participation processes are integrated into mainstream 
policies and services, such as the IDP process, service planning. 
2.5. MAKING PUBLIC PARTICIPATION A REALITY 
2.5.1. Establishing Ward Committees with clear delegated functions 
According to ward committees 2nd booklet-(2005), ward committees are established 
in those municipalities that have opted for a ward –based participatory system. The 
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role of ward committees is to enhance participatory democracy in local government. 
Ward committees are seen as an independent advisory body that must be impartial. 
The specific roles of ward committees are to: 
 Make recommendation on any matters affecting the ward to ward councillor or 
through the ward councillor to the municipality; 
 Serve as an official specialised participatory structure; 
 Create formal unbiased communication channel as well as co-operative 
partnerships between the community and the council; and 
 Serve as a mobilising agent for community action, in particular through the 
IDP process and the municipality‘s process; 
 Hold other duties as delegated by the municipality. (Ward Committee 2nd 
Booklet 2005: 17). 
Therefore, ward committees are forums for deliberative democracy, set up to: 
 Promote self management, awareness building and ownership of local 
development; 
 Enable faster access to information from government, as well as collecting 
information about the situation at community level (Social Audit) as well as 
closer monitoring and evaluation of service delivery; 
 Provide clarification to communities about programmes and enable 
community involvement and quicker decision making; 
 Enhance transparency in administration; 
 Harness local resources to support local development; 
 Improve planning, which can now be based on local strengths, needs and 
preferred outcomes; 
 Improve the accountability of government. Ward Committee 2nd Booklet 
(2005: 17). 
Wards can cover a wide range of sectoral issues depending on the situation in the 
ward. 
In order for communities to be active and involved in managing their development, 
claiming their rights and exercising their responsibilities, ward committees as 
legitimate structures need to be effective and a number of practical mechanisms are 
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required, which are outlined in the next sections. The establishment of ward 
committees is still at an early stage, and a great deal of capacity-building still needs 
to be undertaken. (http://www.nwpg.gov.za/ihg/ward%20committees.html) 
 
2.5.2. Ward councillors 
According to Craythorn (2006:98) Councillors are elected to represent local 
communities on municipal councils, to ensure that municipalities have structured 
mechanisms of accountability to local communities, and to meet the priority needs of 
communities by providing service equitability, effectively and sustainably within the 
means of the municipality. In fulfilling this role councillor must be accountable to local 
communities and report back at least quarterly to constituencies on council matters, 
including the performance of the municipality in terms of established indicators.  
Cooperative Governance and Traditional Affairs (COGTA) (2009:10) states that the 
effective functioning of a municipality begins with political leadership and that ward 
councillors are most direct form of access people have to government. By examining 
the abovementioned, it can be argued that there is a need for political will by the 
leadership to ensure that effective and efficient public consultation takes place by 
committing to making resources available that would enable it efficient and effective. 
The wards and portfolio councillors are the drivers of change in the communities 
since they are closest to the people are as such in a position to talk to the people 
and listen to their needs.  
2.5.3. Public officials 
Public service refers to a variety of services that are rendered by the government to 
the public. Service delivery is what clients expect from public institutions and public 
servants. The important aspects regarding service delivery is that public institutions 
are obliged to deliver service to their clients. Also, the public has legitimate right to 
receive and demand quality services from public institutions (Du Toit, Knipe, Van 
Niekerk, van der Waldt and Doyle 2002:101). President Thabo Mbeki in his speech 
at Thusong (1999) emphasised the need for government departments to accelerate 
service delivery. Subsequently, Fraser Moleketi as the minister of Public 
Administration prioritised service delivery on the following key objectives: 
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 Service delivery must be accelerated to relevant communities 
 Accessibility of services to appropriate communities must be increased 
 Service delivery mechanism must accord with Batho Pele principles 
Mafunisa (2000:6) states that public officials, particularly at the lower levels of 
supervision are held accountable for adherence to the rules and work procedures 
and not for the promotion of productivity. The lack of accountability for production 
reduces the extent to which it is found necessary to experiment with operational 
changes to promote efficiency and effectiveness. Erasmus, Swanepoel, Schenk, Van 
der Westhuizen and Wessels (2004:6) state that in the past many public sector 
institutions had an inward approach focusing their attention on the activities executed 
within the institution rather than on its external clients. 
2.6. THE SERVICE DELIVERY PRINCIPLE OF BATHO PELE 
The South African public service faces challenges in its effort to become a 
representative, competent and democratic instrument to its role in the reconciliation, 
reconstruction and development process. Therefore, the public is transformed to 
implement government policies according to the policy framework contained in the 
White Paper on the Transformation of Public Services, 1995 (Van de Waldt and Du 
Toit 2005:385). 
The White Paper on Batho Pele states that putting the principles into practice 
describes what national and provincial departments as well as the wider public 
sector will be required to do when introducing their service delivery improvement 
programmes. Van de Waldt and Du Toit (2005:385) further state that these principles 
enable national and provincial administrations to develop the strategies to promote 
continuous improvement in the quantity, quality and equity of service provision. 
Van de Waldt (2004:88) states that Batho Pele principles are simple but ambitious. 
They are also sufficiently flexible to allow the department to implement them 
according to local conditions and circumstances. Eight principles for transforming 
public service delivery- Batho Pele principles – have been identified and formalised - 
through  the White Paper on Transforming Public Service Delivery of 1997. The 
Batho Pele is in every sense part of the public sector human resource management 
(Erasmus, et al 2004:68). 
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The White Paper on Service Delivery- Batho Pele (1997) signalled very strongly 
government‘s intention to adopt a citizen-oriented approach to service delivery 
informed by the eight principles which are explained in the following paragraphs. 
These principles according to Du Toit et al.(2002:108) , serve as guidance at all 
levels of government and the public sector when introducing their service delivery 
programmes. 
Van de Waldt, et al.(2002:253) further say that Batho Pele principles illustrate how 
the actions of public officials could be regulated. These principles require that 
customers have their right to: 
 Be consulted 
 Have services that comply with set standards 
 Access to services 
 Be treated with courtesy 
 Information 
 Transparency 
 Redress 
 Receive value for money 
These principles will be explored in detail in the following paragraphs 
2.6.1. CONSULTATION 
Consultation is integral to modern management and it leads to sound planning and 
decision- making. To achieve customer satisfaction key to stakeholders, especially 
customers should be consulted in the early stages of the strategic planning so that 
services are more responsive to their needs and expectations (Batho Pele 
Handbook). All national and provincial departments must consult regularly and 
systematically not only about the services currently provided, but about the provision 
of new basic services to those who lack them. Consultation will give citizens the 
opportunity to influence decisions on public service by providing objective evidence 
that will determine service delivery priorities. Consultation can also help to foster a 
more participatory and co-operative relationship between the providers and the users 
of public services (White Paper on Transforming Service delivery, 1997:14). 
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Consultation must take place between the public officials and citizens about the level 
and quality of services that the public will receive. It also implies that citizens must 
have a say regarding the services delivered to them (Du Toit, et al. 2002:108). This 
implies that citizens should be alert and should not just become passive recipients of 
services. They should be vocal and contact the public institution or public official 
concerned in cases where they are not satisfied with the quality of a service. 
Gildenhuys (2004:389) states that citizens should be consulted about the level and 
quality of the public service they receive and wherever possible, should be given a 
choice about the service that is offered. Fox and Bayat (2006:23) state that all 
departments must consult regularly and systematically on the services currently 
provided, as well as on the provision of new basic services to those who lack them. 
Whatever methods are chosen, consultation must cover the entire range of existing 
and potential customers. The results of the consultation should be reported to the 
appropriate body. They should be widely published within the organisation so that all 
members of staff are made aware of how their services are perceived.  
It is essential that consultation should include the views of those who have 
previously been denied access to public services. Consultation must be conducted 
intelligently. It should not result in a list of demands that raise unrealistic 
expectations; rather, it should reveal where resources and effort should be focused 
in the future to meet the public‘s most pressing needs (Batho Pele White Paper 
1997). Consultation will give citizens an opportunity to influence decisions on public 
service by providing objective evidence that will determine service delivery priorities. 
This is about asking our customers what they want and finding out how best their 
needs can be met. It is important to consult many customers and to use the 
information received to improve service delivery for them. It is also important to give 
customers feedback so that they can know what to expect. There are many ways to 
consult users (clients) of public services, such as customer surveys, interviews with 
individuals and consultation with a variety of interest groups. Consultation must be 
conducted intelligently according to proven scientific methods (Gildenhuys and Knipe 
2000:131). 
Through communication, government ensures that it is not pursuing its own agenda 
but the general welfare of the broader population by encouraging the public to 
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participate in policy- making. The reasons for the public service undertaking 
consultation are that consensus building should be present at almost all public 
endeavours. The public institutions should therefore have regular consultations with 
customers. This will enable them to know and understand the priorities of the 
customers. A service will not anyway be perceived as being of quality if the 
beneficiaries do not receive what they need. (Crous 2004:577). 
 
2.6.2. SERVICE STANDARDS 
Setting  targets is normally part of the corporate planning cycle and should involve 
the collective effort of employees so as to ensure broad ownership of and 
commitment to the plan and the targets (Crous 2004:578). It is for this reason that 
citizens should be informed about the level and quality of public services they can 
expect. Standards for the level and quality of services they can expect. Standards for 
the level and quality of services, including the introduction of new services, should be 
published. A standard for national services should be set to serve as the national 
base- line standards for nationwide service delivery. In addition to this, intra – 
departmental service standards should be set to serve as minimum norms for 
internal department supporting activities. Standards must be precise and measurable 
so that the user may judge whether they are receiving what was promised 
(Gildenhuys 2004: 390). 
Nhlonipho (2003:51) notes that a quality service standard is understood in many 
ways. However, in the public service, the quality service delivery is commonly 
defined as a systematic arrangement to satisfactorily fulfil various demands for 
service. This can be done by services undertaking a purposeful service, with the 
optimum use of resources to deliver effective efficient and economic services 
resulting in measurable and accountable benefit to customers. Transforming service 
delivery to enforce quality is the key principle that calls for commitment towards 
customer satisfaction where service providers know the needs, expectation and 
wishes of customers. 
According to the White Paper on Transforming Service Delivery, (1997) Batho Pele 
White Paper, the National and Provincial departments must publish standards for the 
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level and quality of service delivery they will provide. This should include the 
introduction of new services to those who were previously denied access to them. In 
certain services, such as health or education, national departments in consultation 
with provincial departments, may set standards which will serve as national baseline 
standards. Before execution they have to be approved by the appropriate body. 
Performance against standards must be reviewed annually and as standards are 
met, they should be progressively raised year by year. Once set and published, 
standards may not be reduced or changed (Fox and Bayat 2006:24). 
Du Toit, et al. (2002:125) maintain that service standards means citizens must be 
informed about the level and quality of the services they will receive in order for them 
to know what to expect. Citizens have a right to complain when the public institutions 
do not deliver the quality of services that they said they would. 
Hilliard and Msaseni (2000:81) as quoted by Ralane (2011; 18) suggest the following 
preconditions to ensure that minimum service standards are maintained: 
 Management‘s  commitment to real quality service standards; 
 Adequate funding; 
 Visible improvement in service; 
 Retraining and training of human resources; 
 Good interdepartmental relations; 
 Involvement of all employees in quality; and 
 Encouraging constructive contributions of employees to quality improvement. 
 
2.6.3. INCREASING ACCESS 
The prime aim of the White Paper on Service Delivery- (1997:45) Batho Pele is to 
provide a framework for making decisions about delivering public service to many 
South Africans who were and are still denied access to them within the parameters 
of government‘s Growth, Economic And Redistribution( GEAR) strategy and 
inequalities of distribution in existing services. To this end Crous (2004: 579) 
suggests that management has to set targets for increasing access to services 
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giving effect to the constitutional principle of service being provided impartially, fairly, 
equitably and without bias. 
Many people who live in remote areas have to travel long distances to avail 
themselves of public services. National departments are required to specify and set 
targets for progressively increasing access to their services for those who have not 
previously received them. In drawing up service delivery programmes, national and 
provincial department must develop strategies to eliminate the disadvantages of 
distance for example, by setting up mobile units and redeploying facilities and 
resources closer to those in great need (White Paper on Transforming Service 
Delivery, 1997). 
Gildenhyuys and Knipe (2000:131) state that all citizens should have equal access to 
all the public services to which they are entitled. Service delivery programmes should 
therefore specifically address the need to progressively redress the disadvantages of 
all barriers to access. Cloete (1996:113) states that, every person shall have the 
right to access to all information held by the State or any of its organs at any level of 
government in so far as such information is required for the exercise or protection of 
rights 
The requirements that there must be an open administration to enable citizens to 
safeguard their interest could be a meaningful factor to ensure an accountable public 
administration, if freedom of information were to become a reality. Departments must 
provide full accurate and up-to –date information on the service delivery which they 
provide and who is entitled to it. It must be in a variety of media and languages to 
meet the differing needs of different customers (Fox and Bayat 2006:24). 
The new information technologies could make information about transaction readily 
available. Hatting (1998:168) notes that access at governmental level refers to 
channels of interpenetration between central, provincial, and local authorities by 
means of which these bodies can create relations on both formal and informal 
grounds. Each method of access creates its own particular type situations of 
relationship between higher and lower authorities and each state applies its own 
method, by means of which access can be arranged to suit local circumstances. 
Access applies especially to the previously disadvantaged sectors of the community 
and to people with special needs. These needs may include access to the 
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department for the physically disabled, or having services which are far away for 
people to visit. Good staff attitudes and addressing customers in their language 
makes access easier. 
 
2.6.4. COURTESY 
According to Crous (2004:581) courtesy is related to ethical behaviour. Public 
employees‘ conduct should be above reproach in the exercise of their official duties. 
They should be free from vested, selfish interests and are therefore expected to 
display selfless behaviour. Public officials should possess essential qualities such as 
integrity and ensuring that public interests are placed above their own. The White 
Paper on Service Delivery- (1997) states that the concept of courtesy is much wider 
than asking public servants to give polite smiles. The Code of Conduct for public 
servants issued by the Public Services Commission makes it clear that courtesy and 
regard for individual dignity are one of the fundamental duties of public servants. It 
specifies that public servants must treat members of the public as customers who 
are entitled to receive the highest standards of service. 
Fox and Bayat (2006:24) state that departments must specify the standards for the 
new way in which customers should be treated. These are to be included in the 
departmental code of conduct. The performance of personnel who deal with 
customers must be regularly monitored and performance that falls below the 
specified standard should not be tolerated. Service delivery and customer care must 
be included in all future programmes. 
The White Paper on Batho Pele (1997) states, that the national and provincial 
departments must specify the standards for the way in which customers should be 
treated. The standards should cover the following: 
 Greeting and addressing customers; 
 The identification of staff by name when dealing with customers whether in 
person , on telephone or in writing; 
 The style and tone of written communications; 
 Simplification and customer friendliness of forms; 
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 The maximum length of time within which response must be made on 
enquiries; 
 How complaints should be dealt with ;and 
 Dealing with people who have special needs, such as elderly people or 
language problems. 
2.6.5. INFORMATION 
Information is one of the most powerful tools at the public‘s disposal in exercising its 
right to good service delivery. Government institutions must provide full, accurate 
and up –to-date information about their activities. The consultation process should 
be used to establish what the public wants to know and then to work out where and 
when the information can be provided (Gildenhuys 2004:390 -391). According to the 
White Paper on service delivery, (1997) implementing Batho Pele will require a 
complete transformation of communication with the public. Information is one of the 
most powerful tools at the public‘s disposal for exercising its right to good service 
delivery. 
Government institutions must provide full accurate and up – to – date information 
about their activities (Gildenhuys and Knipe). Kaul in Crouse (2004:581) emphasises 
the necessity for accurate and unbiased reporting, as this strengthens the climate of 
openness and public accountability. Information must be provided in a manner that is 
most suited to the needs of the particular users of the service and at the intervals 
most convenient and useful to these users. Hence, information must be provided in a 
variety of media and languages to meet the differing needs of different customers. 
This is essentially to ensure the inclusion of who are or have previously been 
disadvantaged by physical disability, language, race, gender and geographical 
distance. There should always be a name and contact number for obtaining further 
information and advice. 
2.6.6. OPENESS AND TRANSPARENCY 
White Paper on Transforming Service delivery, 1997, states that openness and 
transparency are the hallmarks of a democratic government and are fundamental to 
the public service transformation process. In terms of public service delivery, 
importance lies in the need to build confidence and trust between the public sector 
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and the public whom they serve. A key aspect of this is that the public should know 
more about the way national and provincial departments are run, how well they 
perform, and the resources they consume and who are in charge. Fox and Bayat 
(2006:24) state that in addition, departments may use events such as open days, 
preferable not during working hours, to invite citizen to visit the department to meet 
with all levels of officials to discuss service delivery. 
Being open and transparent implies letting customers know how an institution is 
achieving the promised standards of service delivery as the service provider and 
how non – delivery is addressed. Transparency in the public service helps keep the 
public service clean, effective, and free from nepotism and corruption (Crous 
2004:582). The mechanism for achieving openness and transparency will be an 
Annual Report to Citizens published by each national and provincial department 
setting out in plain language the following: 
 Staff employed and the names and responsibilities of senior officials; 
 Performance against targets for: improved service delivery, financial savings, 
and increased efficiency; 
 Resources consumed, including salaries and other staff costs and operating 
expenses; 
 Any income, such as fees for services; 
 Targets for the following year and name and contact number for further 
information (Batho Pele White Paper). 
According to Cloete (1996: 114) openness / transparency could become a matter of 
political rhetoric rather than a cultural characteristic public administration. It is true 
that in public institutions decisions should be made rationally and justifiable on the 
basis of information. Openness and transparency implies that public officials are 
obliged to inform citizens about the administration and management of national and 
provincial departments, what it costs to run them, and who is responsible for running 
them. 
2.6.7. REDRESS 
Redress means that public officials must apologise to the citizens when they do not 
deliver the promised standard of service and undertake to remedy the situations 
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immediately. They have to explain why the service quality is below standard (Du 
Toit, et al.2002). Public officials should rectify their failures and mistakes in a case 
where a service rendered did not meet the promised standard and was not rendered 
timeously, Crous ( 2004:583) refers to redress as a principle of remedying mistakes 
and failures which he says is also known as recovery. Recovery implies 
acknowledging that the institution made a mistake, apologising, rectifying the 
mistake, and doing more than is required or expected. 
2.6.8. VALUE FOR MONEY 
The value for money principle gives the right to demand that the services they 
receive are real value for the money they pay for them. This makes public officials 
responsible for providing efficient, effecting and economic services (Du Toit, et 
al.2002). Sangweni (2007:4) notes that the value for money of the Batho Pele White 
Paper requires the government departments search for creative ways to simplify 
procedures and eliminate wasteful expenditure and inefficiency. The value for money 
principle encourages public servants to prioritise the use of the resources of the state 
and by so doing generate more public value. Value for money is not to cut the costs; 
it is also about careful spending by the departments while at the same time ensuring 
effective service delivery is not compromised. Fox and Bayat (2006:25) note that all 
departments will be required, as part of their service delivery improvement 
programme, to identify areas where efficiently savings will be sought, and the service 
delivery improvements that will result from achieving the savings. 
Improving service delivery and extending access to public services to all South 
Africans must be achieved alongside the Government‘s GEAR strategy for reducing 
public expenditure and creating a more cost – effective public service (White Paper 
on Service Delivery, 1997). According to Mbanga (2006:26) public service should be 
provided economically and efficiently in order to give citizens the possible value for 
money. Crous (2004:584) says that concentrating on improving effectiveness and 
efficiency, where no additional resources are required, could be useful, but it would 
be more useful to aim at achieving the same or improved quality with fewer 
resources. 
Mofolo (2009:438) contends that services should be provided as efficiently and 
effectively as possible to give the public the best possible value for money. Services 
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should be improved, and the public should also have access to services, but it 
should not be ensured that absolute cost – effective procedures are created. 
According to Hilliard and Msaseni (2004:75) one of the most important areas to 
ensure value for money is put in place an effective financial management system 
which is intended to provide policy and decision – makers with accurate and financial 
information that: 
 Eliminates overlap, duplication, and confusion; 
 Increases transparency and accountability; 
 Facilitates effective budgeting of scarce resources; 
 Minimises loss through leakage; and 
 Increases confidence in government. 
2.7 DIFFERENT TYPES OF PARTICIPATION BY COMMUNITIES 
According to Davids(2005:116) there are different kinds of participations by 
communities. 
2.7.1.. Passive participation is the least participatory of the four approaches. 
Primary stakeholders of a project participate by being informed about what is going 
to happen or has already happened. People‘s feedback is minimal or non- existent, 
and their participation is assessed through methods like head counting and 
contribution to the discussion (sometimes referred to as participation by information) 
2.7.2. Participation by consultation is an extractive process, whereby stakeholders 
provide answers to questions posed by outside researchers or experts. Input is not 
limited to meetings but can be provided at different points in time. In the final 
analysis, however, this consultative process keeps all the decision- making power in 
the hands of external professionals who are under no obligation to incorporate 
stakeholders‘ input. 
2.7.3. Participation by collaboration forms groups of primary stakeholders to 
participate in the discussion and analysis of predetermined objectives set by the 
project. This level of participation does not usually result in dramatic changes in what 
should be accomplished, which is often already determined. It does, however, 
require an active involvement in the decision-making process about how to achieve 
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it. This incorporates a component of horizontal communication and capacity building 
among all stakeholders—a joint collaborative effort. Even if initially dependent on 
outside facilitators and experts, with time collaborative participation has the potential 
to evolve into an independent form of participation. 
2.7.4. Empowerment participation is where primary stakeholders are capable and 
willing to initiate the process and take part in the analysis. This leads to joint decision 
making about what should be achieved and how. While outsiders are equal partners 
in the development effort, the primary stakeholders are primus inter pares, i.e., they 
are equal partners with a significant say in decisions concerning their lives. Dialogue 
identifies and analyzes critical issues, and an exchange of knowledge and 
experiences leads to solutions. Ownership and control of the process rest in the 
hands of the primary stakeholders. (Davids 2005:116). 
2.8. Public Participation on IDP 
 South Africa has successfully piloted a system of community-based planning (CBP) 
at ward level. These ward plans include: 
 An understanding of social diversity in the community, the assets, 
vulnerabilities and preferred outcome of these different social groups; 
 An analysis of the services available to these groups, as well as the special 
aspects of development and strengths, weaknesses, opportunities and threats 
facing the community 
 A consensus on priority outcomes for the ward; 
 Collective development of plans to address these outcomes, based on what 
the ward will do, what support is needed from the municipality, and what from 
other agencies; 
 Identification of support needed from the IDP; 
 A community budget for discretionary funds from the municipality to assist the 
community to take forward their ward plans; 
 An action plan for the ward committee to take forward their plan and help 
communities to reach consensus and to have direction. (Draft National Policy 
Framework for Public Participation 2005:7) 
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Ward plans help to ensure that IDPs are more targeted and relevant to addressing 
the priorities of all groups, including the most vulnerable. CBP provides ward 
committees with a systematic planning and implementation process to perform their 
roles and responsibilities. In other words, ward plans provide an overall direction for 
development for the area, as well as an annual operational plan, the implementation, 
monitoring and evaluation of which gives ward committees an ongoing role through 
the year. 
Department of Provincial and Local Government (DPLG) should now encourage all 
municipalities to undertake CBP, so making the requirement for participation I the 
IDP a reality. It should be timed to link with the IDP and review cycle. Note that for 
some municipalities, their capacity limitations will be so severe that ensuring 
participation is not their first priority, but rather ensuring the basic functions they have 
to deliver as a municipality. In that case, they should not consider CBP, but may wish 
to consider using some CBP tools to assist with participation in the IDP. 
(Pieterse, Parnell, Swilling & Van Donk, 2008: 69) – contend that  the IDP is 
regarded as a single inclusive and strategic plan that links, integrates and 
coordinates a municipality‘s sector specific plans, and aligns the resources and 
capacity of the municipality to its overall development objectives.  Towards fulfilling 
their service delivery mandate, many local municipalities in South Africa have faced 
different complex challenges such as a high level of service backlogs throughout 
different stages of IDP. Nealer (2007:156) adds that South African local 
municipalities still face many challenges that operate at the global, regional and local 
levels of effective governance.  Various internal and external factors such as 
physical, political, demographic, financial and social environments can render the 
level and quality of services to a community inadequate and not up to standard.  
Such a situation creates confusion as to the significance and strategic role of local 
government institutions in their efforts to improve the level of services to the 
community 
2.9. COMMUNITY ACTION ON PARTICIPATION 
According to Draft National Policy Framework for Public Participation (2005: 11), the 
community implements its action plan through structures such as working groups or 
subcommittees and civil society. These will be supported by community development 
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workers, who have a critical role to play during the planning, as well as during 
implementation. Government recognises the importance of communities playing an 
active role in implementation, including managing funds such as the discretionary 
funds of R10- 50 000 per ward provided under CBP. It is also encouraged that 
experimentation with broader participatory budgeting initiatives, such as allowing 
wards to prioritise projects through a project fund. The role of ward committee in this 
regard is to play a steering role in the management of implementation at ward level, 
including use of the discretionary ward funds, other implementation activities, and 
use of other project funds. The role of the resources provided by government is to 
leverage voluntary action by communities. 
Training will need to be provided to ward committees, working groups and CBOs to 
strengthen implementation capacity at community level. This will include skills and 
financial management, time management, conflict resolution, implementation 
planning. 
2.10. COMMUNITY-BASED SERVICES 
Community action to implement also touches on the importance of services provided 
by the community. In practice many of the services needed by the community are 
those that make provission for each other. That includes traditional healers, grocery 
clubs, stokvels, burial societies, crèches, home-based-care, traditional birth 
attendants, farmers advising other farmers and so on. In order to maximise the 
extent and coverage of services, government must encourage and support the 
community-based services, which sustain most of our communities, often through 
volunteers, rather than replacing them with centralised, professional, and often 
expensive and inaccessible services. The National Policy Framework on Public  
Participation (2005: 11). 
This is particularly important for services that are not complex, which are needed 
frequently (e.g. daily or weekly), and which involve context-specific services, e.g. 
they need to be adapted to specific people. These services are most suitable for 
provision in a community-based mechanism. This is typical of personal care 
services, or agricultural extension. The support of such services provides an 
opportunity to widen access to services without increasing the overall funding 
envelope. The role of government is therefore to strengthen and not replace 
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community activity. It has to build community-based workers and group activities. 
Typically, there is an important role for NGOs to facilitate such services, often 
supported by government funds or enabling legislation. Government will continue to 
support such activities and review how current models of service delivery could be 
enhanced by the use of community based mechanisms.(Draft National Policy 
Framework for Public Participation, 2005:12) 
 
2.11. ACCOUNTABILITY/ MONITORING AND EVALUATION 
Accountability is one of the key principles of participation and ward committees are 
accountable to the communities they serve. Ward committees can apply this 
principle by participating in the monitoring and evaluation of community projects; and 
by regularly reporting back to the citizens on progress made on implementation of 
community projects and other community issues. We have models for how this can 
occur, e.g.  through the CBP process. This must be expanded improving 
mechanisms for accountability: 
 For ward committees to monitor their own activities, working groups etc 
 For the community to monitor ward committees and their driving of 
implementation of the ward plans; 
 For ward committees to account to municipalities on their activities, on 
progress with implementing ward plans; 
 For municipalities to account to ward committees, on their performance, on 
progress with IDPs etc.( Draft National Policy framework for participation 
2005:13) 
 
2.12. WARDS AND THEIR LINKAGES TO LOCAL GOVERNMENT 
In 2003 the government introduced the Community Development Workers (CDWs) 
initiatives, with the primary aim of maintaining direct contact with the people where 
these masses live. Since its inception, CDWs have been appointed in different parts 
of the country. The CDWs can play a supportive role to the ward committees by: 
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 Ensuring that the ward committees and civil society are informed on 
government support and services; 
 Encouraging ward committees and civil society engage with opportunities; 
 Identifying needs and building on strengths by facilitating CBP locally; 
 Supporting implementation of community activities and projects by community 
structures such as community workers and CBOs; 
 Providing technical support (e.g compile reports and documents) to ward 
committees to monitor community projects and account to communities and 
municipalities. Guidelines for the establishment and operations of municipal 
ward committees, Government Gazette No.27699. dated 24 June 2005. 
The CDW initiative is a very important initiative providing grassroots staff of the 
municipality who can support ward committees, and assist in the communication 
links between communities and government. CDWs are being trained at present and 
they will be trained further in CBP and implementation skills - (Draft National Policy 
Framework for Public participation 2005: 13- 14). 
2.13. PARTICIPATORY BUDGETING 
Participatory budgeting is a process of democratic deliberation and decision- making, 
in which ordinary city residents decide how to allocate part of a municipal or public 
budget. Participatory budgeting is usually characterised by several basic design 
features: identification of spending priorities by community members, election of 
budget delegates to represent different communities, facilitation and technical 
assistance by public employees, local and higher level assemblies to deliberate and 
vote on spending priorities, and the implementation of local direct – impact 
community projects. Participatory budgeting may be used by towns and cities around 
the world, and has been widely publicised in Porto Alegre, Brazil, where the first full 
participatory budgeting process was developed starting in 1989 ( 
http://en.wikipedia.org/wiki/Public-participation).  
2.14. RIGHT TO PUBLIC PARTICIPATION 
In some jurisdictions, the right to public participation is enshrined by law. The right to 
public participation may also be conceived as human right, or as manifestation of the 
right to freedom of association and freedom of assembly. As such the Netherlands, 
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Germany, Denmark and Sweden, have public participation and freedom of 
information provisions in their legal systems since before the Middle Ages. 
Democracy and public participation are closely connected. Democratic societies 
have incorporated public participation rights into their laws for centuries. For 
example, in the US the right to petition has been part of the first Amendment of the 
US constitution since 1971. More recently, since the 1970s in New Zealand 
numerous laws (e.g. health, local government, and environmental management) 
require government officials to‘‘ consult‘‘ those affected by a matter and take their 
views into consideration when making decisions.  (Centre for Public Participation 
2007). 
Effective public participation depends on the public having access to accurate and 
comprehensive information. Hence laws regarding public participation often deal with 
the issue of the right to know, access of information and freedom of information. The 
right to participation may also be advanced in the context of equality and group 
rights, meant to ensure equal and full participation of a designated group in society. 
For example, in the context of disabled people. (http//Wikipedia.org/wiki/public 
participation) 
2.15. GLOBAL GOVERNANCE PARTICIPATION AND THE PUBLIC SPHERE 
From the normative point of view, the participation of civil society organisations 
(CSOs) in international organisation (IOs) holds two major promises. First, by 
participating in political debate at global level, non- state actors may communicate 
new issues, interests and concerns from local stakeholders to global governance 
arrangements. Second, they may contribute to the emergence of a global public 
sphere in which policy choices are exposed to public scrutiny. Civil society actors 
collect and disseminate information about, and critical evaluations of, international 
governance that enable both citizens and the media to engage in informed political 
debate (Nanz and Steffek 2004:207). Organized civil society thus has the potential to 
function as a ‗transmission belt‘ between a global citizenry and the institutions of 
global governance (http://www.palgrave.com) 
According to the Center for Public Participation (2007) there is a need to move away 
from macro level development planning and management towards a micro-level 
people-centred development approach (Theron, 2009:103).  Many third world 
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countries have in recent years decentralised their service delivery mandate to the 
lowest spheres of government, that is, the responsibility of promoting and rendering 
local socio-economic development and facilitating community participation is done at 
their local municipal spheres. (Theron 2009: 103). 
  Mc Ewan (2003:97) argues that the trend of entrusting the local government with 
the responsibility of service delivery can be interpreted in two ways:  firstly, as a 
negative withdrawal of the state from taking full responsibility for the entire societal 
socio-economic transformation; and, secondly, as a positive potential radical model 
of good governance, signifying a shift from local government (the power to govern) to 
local governance (the act of governing).  National government gradually transfers 
power and resources to local government and the aim of this process is to expedite 
decision making and the allocation of resources and to create more opportunities for 
citizens to participate in society (Gorelik, 2005:65).  
 The assumption is that this will increase the participation of citizens and lead to 
improved service delivery.  Internationally, more devolution of power and 
responsibility to the local sphere is linked with the need for promoting local 
democracy and good governance (Van der Walt, 2007: 96).  However, for example, 
in Latin American countries such as Chile, the transfer of resources and staff to 
lower levels of government has neither improved service delivery nor reduced such 
services.  Local governance promotes accountable and responsible leadership by 
enhancing the effectiveness of local government.  Hence, local municipalities, for 
example in South Africa, strive to achieve their policy mandate through increasing 
transparency and openness in planning and implementation of service delivery 
initiatives. ( Van der Waldt 2007: 97).   
In South Africa, the rationale behind decentralisation of service delivery planning and 
implementation to the local level of governance mainly includes addressing 
inequality, the empowerment of communities, improved living conditions, greater 
access to resources and opportunities and alleviating poverty especially in rural 
areas.  Moreover, decentralisation allows the use of locally available resources 
because it provides a good condition for mobilising material, financial and human 
resources, which will enhance the provision of services to local communities.  Local 
governance not only acts as a panacea to various deficiencies of the service delivery 
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systems in less developed countries, but it offers opportunities to employ both sets of 
evaluation criteria, enhance popular participation and increase the accountability of 
local municipalities or new forms of service delivery involving plurality of actors 
(Robinson, 2003:234). 
  Again, local government allows for critical decisions about the allocation of scarce 
resources for the maximisation of health, education and other services provision, 
since it has a better sense of local priorities in the process, thus allowing 
accountability on resources allocation decisions.  The criteria for successful service 
delivery has always been the involvement of communities on all aspects of 
development planning and facilitation.  Broadening the responsibility of local 
government improves the role of state through community participation (Desai, 
2008:69).  
 Public participation is important for the effectiveness of any development initiatives 
including service delivery because it promotes the rights and duties of the community 
to self-govern.  Therefore, local government should involve community members in 
decisions regarding identification of needs, prioritisation, implementation and 
evaluation of the various service delivery projects.  Local government in South Africa 
is directly mandated by the Constitution and other legislation to render services to 
the communities and to ensure that such services are sufficient and sustainable.  In 
line with the participatory thinking and approach to development, the national 
government has mandated the local sphere to plan and implement provision of 
various basic services such as water, waste management, electricity reticulation, 
sanitation, roads, storm-water drainage, land use planning and control, and transport 
planning through the adoption of IDPs south African Constitution Act 108 of 1996 
2.16. CHALLENGES FACING LOCAL GOVERNMENT IN THE PROVISION OF 
SERVICES 
The current debate on the developmental role of local government shows that the 
system has failed to deliver services to communities. This observation does not 
mean that local municipalities have become very ineffective in addressing the basic 
needs of communities. There is some evidence of success, especially in the role of 
local government in improving the nature and extent of basic public services 
grassroots level.  For example, Van der Walt (2007:63) points out that many of the 
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larger municipalities have worked hard to improve the provision of potable water, 
electricity, roads and waste management, as well as other infrastructural services in 
their areas of jurisdiction. However, the reality is that many local municipalities in 
South Africa are still struggling to effect their developmental mandate. 
This article argues that rural local municipalities, in particular, are not strategically 
ready to offer improved standards of services to communities. This situation can be 
best described by the diverse and enormous constraints and challenges confronting 
the local sphere of governance. (Van der Waldt 2007: 63) These include: 
 Slow pace of service delivery and dissatisfaction with municipal performance 
with regard to water and sanitation facilities, electricity and housing 
 Higher levels of poverty and unemployment in rural areas where conditions of 
living are relatively worse, compared to urban and metropolitan areas 
 Widespread corruption and nepotism within all spheres of government 
structures having drained the credibility and the ability of local government to 
provide the dividends of democracy to the people 
 Low level of participation of community and community groups in local 
government integrated development planning processes, budgeting and 
monitoring as well as evaluation 
 Growing level of demand for municipal basic services due to population 
growth creating consistent service delivery backlogs at grassroots level 
 Lack of responsiveness, accountability and transparency on a local scale 
undermining trust and healthy relationships between municipalities and 
communities 
 Political and administrative conflict of interests between tribal authorities and 
municipalities affecting delivery of services 
Weak collaboration and co – operation among different service providing 
departments and local government institutions creating fragmentation, rather than 
integration.  (Van der Waldt  2007:63) 
The challenges local municipalities are facing are complex and diverse. The ability to 
cope with these challenges depends on the unique political, socio – economic and 
institutional situation of a given local municipality. Therefore the solutions that are 
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proposed to address these challenges must take into consideration the context and 
background realities surrounding the specific local municipality. (http://0-
search.sabinet.co.za.wamseals.ac.za) 
 
2.17. Service delivery protests 
According to Kevin Allan and Karen Hees(2010:17), the reasons behind protests are  
generally poorly understood and this has fuelled speculation on why protests occur 
and indeed whether these protests are even about service delivery. But for Municipal 
IQ, the term ‗‘ service delivery protests‘‘ is not always absolutely accurate in wholly 
adequate it describes a protest which is galvanised by inadequate local services or 
tardy service delivery, the responsibility for which lies with a municipality. The term is 
also useful in that it makes clear that there are similar protests occurring across the 
country – to re-define such protests in different ways confuses the issue and draws 
attention away from the fact that this is a national phenomenon with some pressing 
causes. (Allan and Hees 2010: 17) 
Research from Municipal IQ‘s Hotspots Monitors shows clear evidence that most 
protests this year continue to occur in informal settlement in our largest metros (a 
continuation of a trend of previous years). Cities such as Johannesburg, Ekurhuleni 
and Cape Town have experienced a rash of service delivery protests this year in 
addition to a number of specific cases in the provinces of the North West and 
Mpumalanga like the now notorious Balfour. 
However, it must be remembered that these cities experience the highest population 
growth rates of all our localities; and in fact, there is a strong statistical link between 
high levels of migration and service delivery protests. Municipal IQ‘s continue to say 
that, government at all levels (national, provincial and local) has to look, in a number 
of practical ways, at why service delivery protests are taking place and what can be 
done to mitigate them. The Municipal IQ‘s Hotspots Monitors are of the view that the 
local councils, through ward councillors and local officials, need to develop a specific 
communication strategy to include communities in informal settlements in the 
processes of local councils. This will not only serve to include people in planning 
processes and alleviate the current frustration that most of these communities have 
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expressed of being excluded, but will also deal with the current lack of 
communication in these areas and the spread of often-false exaggerated rumours of 
corruption, nepotism and miss-management. (Allan and Hees (2010: 17). 
The national departments of Cooperative Governance and Traditional Affairs as well 
as Human Settlements in partnership with local government, should clarify a much 
needed interim policy on the formalisation of informal settlements and the integration 
of these areas into these urban municipalities where they occur ( 
http://www.municipaliq.co.za/publications/articles/sunday). 
According to Musa Sebugwawo (2011:2), there is little evidence that local 
government is serious about responding to people‘s challenges and there is a risk of 
creating a local government system that is not responding to citizen‘s concerns. One 
of the key problems is the poor communication between the municipality and 
community. This is reflected in non-response of municipal governments to people‘s 
concerns. Despite the outbreak of service delivery protests, this process remains 
poorly governed in the absence of appropriate structures and it compels one to 
quickly suggests that municipalities have learnt nothing and have forgotten 
everything (http://www.afesis.org.za/local-Governance -Articles). 
According to Johan Burger (1994: 63) a number of other reasons for or causes of the 
public protests are also provided. These include allegations of rampant corruption 
and nepotism within local government structures. Some protestors blame poor 
service delivery on the deployment of ANC ‗comrades‘ to positions for which they are 
not qualified. The Minister of Cooperative Governance and Traditional Affairs, the 
late Sicello Shiceka, speaking to the South African Local Government Association 
(SALGA) in East London on Wednesday (22 April), admitted that ‗many of our 
municipalities are in a state of paralysis and dysfunction‘. According to the Minister, 
local government is perceived to be incompetent, disorganised and ‗riddled‘ with 
corruption and maladministration‘. He indicated that, if what they found in North West 
Province is indicative of the state of municipalities elsewhere in the country, there 
might be a need to declare a ‗national state of emergency‘ on local government 
(http://www.issafrica.org/pgcontent.php?UID=7396) 
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2.18. Conclusion 
Despite the presence of clear developmental agenda and decentralisation of 
power from National sphere to provincial and to local sphere, local authorities 
are still struggling to address the needs of their communities. Local 
government therefore needs to strategically position itself in order to achieve 
the policy mandate. Municipalities have to build on their existing capabilities, 
identify and harness the potential and opportunities in the external 
environment. It cannot be established with certainty that the process of 
integrated development planning has been a true reflection of the felt needs 
and priorities of local communities. This uncertainty is mainly due to the 
prevailing low level of community participation in the integrated development 
planning process for local development and delivery of services. Overall, the 
integrated development planning calls for the enhancement of the 
developmental role of local communities and the proper understanding and 
co- ordination of the process at local  level to accelerate delivery of services to 
the needy. However, the lack of commitment to enforce community 
participation in the integrated development planning process by municipal 
functionaries questions the existence and depth of civic virtues among them 
and the service delivery protests could be failure by the authorities to engage 
communities in their projects and programme. 
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CHAPTER 3 
3. CHAPTER THREE: Research Design and Methodology 
3.1. Introduction 
The local government system has been designed in such a manner that communities 
must be given the opportunity to take part in the decision making part of government 
through the establishment of ward committees. It is evident that the establishment of 
ward committees is to ensure that all sectors of the communities are represented 
and participate on decisions that are made by the councils. 
The purpose of the study is to evaluate the extent to which Lukhanji municipality has 
promoted public participation or community involvement on its service delivery plans. 
The methodology employed in this study will consider the nature of the study and 
practical experiences of respondents participating in municipal processes. 
As mentioned before the study uses qualitative research methods. 
Qualitative research is all about exploring issues, understanding phenomena and 
answering questions (http://www.qsrinternational.com ). 
Research methodology can be described as a method through which the researcher 
collects, analyse and interprets data in order to achieve the research aims and 
objectives. Babbie and Mouton (2001:103) argue that research methodology deals 
with whom or what will be studied to collect information, identification of subjects and 
how will be information obtained.  
The methodology used takes into consideration the nature of the study and the 
analysis of the respondents participating in Lukhanji municipal processes. Creswell 
(1994:117) contends that a survey design provides a quantitative or numeric 
description of some fraction of the population. According to Thomas (2003), 
quantitative researchers seek explanations and predictions that will generate to other 
and places. . 
 According to Neuman (2006:151), there are two approaches to research, namely 
qualitative and quantitative research. Qualitative researchers often rely on 
interpretive or critical social science and emphasize conducting detailed 
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examinations of cases, which arise in the natural flow of natural life. Quantitative 
researchers rely on a positivist approach to social science, and emphasise on 
measuring variables and testing hypothesis which are linked to general casual 
explanations. Leedy and Ormrod argue that the term qualitative research 
encompasses several approaches to research that are, in some respects, quite 
different from one another. Yet all qualitative approaches have two things in 
common. First - they focus on phenomena that occur in natural settings - that is, in 
the ‗‘real world‘‘. Secondly, they involve studying those phenomena in all their 
complexity. Qualitative researchers rarely try to simplify what they observe. Instead, 
they recognise that the issue they are studying has many dimensions and layers, 
and try to portray the issue in its multi-faceted form. 
3.2. Target Population 
Thomas (2003:41) argues that a target variable is a specified characteristic of a 
group or collective. The collective can be people, objects, places, institutions, 
periods of time or a combination of these variables. Creswell (2005:145) states that a 
group population is any group of individuals with some common defining 
characteristics that a researcher can identify and study. The target population of this 
study is the ward committees because they are legal structures that are an advisory 
structure to council. They influence decision-making processes in a way that seeks 
to ensure that issues raised by are considered.  
According to the guidelines for the establishment and operations of ward committees 
(notice 965 of 2005), some of the roles and functions of ward committees are to 
make recommendations on any matter affecting their ward to the ward councillor and 
subsequently to the council. Section 73 of the Municipal Structures Act no.117 of 
1998 stipulates that, if a council decides to have ward committees, these ward 
committees must be established for each ward and must provide administrative 
support to enable the ward councillor to work effectively. 
Lukhanji municipality has 27 wards. From the 27 wards, the researcher has selected 
five wards based on their demographics for data collection purposes. The reason for 
choosing five wards is that Lukhanji municipality consist farms, villages, town, 
suburbs and townships. Therefore the study should be able to find different opinions 
about public participation. One ward committee member is selected from each ward 
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together with two councillors who are part of decision makers in the council. There 
were public officials, one from the IDP section. Chapter 5 of the South African 
Constitution of the Republic of South Africa Act 108 1996 promotes public 
participation in preparation, implementation and review of integrated development 
plan and ones from project unit because they( officials) are the ones responsible for 
formation of project steering committee of which community should be take part.  
 Five community members from five different wards were interviewed to witness in 
the study on how Lukhanji municipality promotes public participation because 
community members are the ones who should be able to decide on what is coming 
to them in terms of development.  In other words they are the important stakeholders 
in service delivery issues. 
Therefore interviews wewe conducted with the members of the community to check 
interaction with their ward committee, ward councillor and the municipality officials 
and their participation in municipal affairs. 
3.3. Data collection 
According to Kumar (1999: 110) a questionnaire is a written list of questions, the 
answer to which recorded by respondent. In a questionnaire the respondent reads 
the questions, interprets what is expected, and then writes down the answer. A 
questionnaire is developed in the form of open and closed- ended questions in which 
the respondents are required to tick the category that best describes his or her 
answer or answer verbally. As O‘Sullivan and Rassel (1999: 214-215) state that all 
closed ended questions require a respondent to select one or more appropriate 
responses from the list. Closed ended questions encourage the respondent to 
accept the investigator‘s response categories. The reliability and operational validity 
of closed ended questions depends partially on the list provided. The researcher 
considered the above when doing research. 
3.4. Research Tools 
The main tools used in this study are structured interviews. As mentioned before, the 
questionnaire consists of both open and close-ended questions. Three sets of 
questionnaires were developed, one for the members of public, one for ward 
committee members, and one for ward councillors and  municipal officials. 
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The researcher ensured that during the course of the interviews issues that probe 
deeper understanding that could be raised are clarified to allow respondents to fully 
express their opinion. The researcher also assisted by translating questions in the 
language(s) that respondents were comfortable with. 
Face-to-face interviews were used. Babbie (2001:249) notes that due to the 
relatively low level of literacy of the South African population, face-to-face interviews 
are the most common method to collect survey data in national surveys in South 
Africa. Rather than asking respondents to read questionnaires and enter their own 
answers, researchers send interviewers to ask the questions orally and record 
respondent‘s answers. There are several advantages to having a questionnaire 
administered by an interviewer rather than the respondent. To begin with, interview 
surveys typically attain higher response rates than mail surveys. A properly designed 
and executed interview survey ought to achieve a completion rate of at least 80 to 85 
per cent. Respondents seem more reluctant to turn down an interviewer standing on 
their doorstep than to throw away a mailed questionnaire. The presence of an 
interviewer also generally decreases the number of ‗‘ don‘t knows‘‘ and ‗‘no 
answers‘‘.  (Babbie 2001: 249) 
If minimising ‗‘ do not know‘‘ responses is important to the study, the interviewer can 
be instructed to probe for answers, (‗‘if you had to pick one of the answers which do 
you think would come closest to your feelings?). Interviewers can also serve as a 
guard against confusing questionnaire items. The interviewer‘s presence should not 
affect the respondent‘s perception of a question or the answer given. The 
interviewer, then, should be a neutral medium through which questions and answers 
are transmitted. If this goal is successfully achieved, different interviewers will obtain 
exactly the same responses from a given respondent. Much of the interviewer‘s time 
is spent on locating respondents. In many instances, much more time is spent on 
locating respondents than actual interviewing, due to the absence of proper roads, 
clearly marked addresses, and the vast distances respondents have to travel. 
(Hofstee 2006:43) 
Recording instruments were used to support when interviews are made for the 
researcher to have a back up when analysing the data. 
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Advantages of interviews 
 Interviews allow the evaluator to ask about the meaning of questions. 
 Interviews can be useful in collecting information from people who may have 
difficulty reading or seeing 
Disadvantages 
 Interviews are time consuming and labour intensive. 
 Interviewers require extensive training and monitoring if they are to elicit 
accurate information in a timely manner. 
Special skills may be required to interpret responses that are off the record. 
3.5. Ethical Consideration 
 Research ethics were considered when conducting this study. All participants were 
informed that the participation would be voluntary and that anonymity would be 
guaranteed. Only the initials would be requested from all participants with the view of 
ensuring confidentiality and information relating to the study would be made 
available by the researcher. 
The purpose of the research to the participants was clarified in a way that recognised 
the rights and obligations of all the parties involved. This allowed for situation where 
the integrity of the research process is welcomed. 
Permission to conduct the research was sought from the Municipal Manager and 
Speaker of the municipality. 
3.6. Data analysis and Interpretation 
Creswell (1994:123) argues that data analysis in qualitative research consist of 
preparing and organising the data for analysis; then reducing the data into themes 
through a process of coding and condensing the codes; and finally presenting the 
data in figures, tables or a discussion. In this study, sketching ideas were presented, 
the summarising of the field notes- and counting of the frequency of the codes 
according to relating categories, were carried out. The data is now presented. 
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3.7. Analysis 
The researcher started by highlighting the findings. In the very act of observing, a 
qualitative researcher makes myriad choices in looking at some things rather than 
others, in taking note of some things rather than others, and in subsequently 
reporting some things rather than others. In the analytical mode, that process 
becomes increasingly selective as some of the data now receive most of the 
attention. Depending on how the researcher has chosen to build the descriptive 
base, the researcher may double back to highlight certain information already 
presented or may use the sharper focus to present new material or a finer level of 
detail. 
The traditional ethnographic concern for context, with attention to how things are and 
how they got that way, must bow here to a focus on only certain facets and certain 
relationships among them. The specificity association with analysis also suggests 
how to get the process started if it seems too overwhelming: keep breaking down the 
elements until there are small enough units to invite rudimentary analysis, and then 
begin to build the analysis up from there. Dianne Ferguson summarised this 
procedure as ‗‘chunking it out‘‘ until you have a segment of data small enough that 
you finally see a way to begin. Here is where one reports or summarises whatever 
was counted, measured, inquired about, and so on. No more stories, just the facts, 
now organised in such a way as to reveal those underlying properties, structures, 
and relationships that are the stuff of analysis (http://books.google.ca/books?) 
Secondly, the researcher displayed findings. One of the important lessons in Miles 
and Huberman‘s Qualitative Data Analysis (1984: 113 and 1994: 211) is to ‗‘think 
display‘‘. For the findings- oriented researcher, graphic presentation offers an 
alternative to prose not only for conveying information but also for dramatising or 
emphasizing particular aspects of a study. Tables, charts, diagrams, and figures are 
one way to do it. 
‗‘ Thinking display‘‘ also brings to mind other visual approaches, particularly 
photographs and videotaping. Photography offers the analysis- minded researcher a 
way of incorporating ambiguity without getting caught up in it, by including 
photographs as ‗‘visual facts‘‘ that can be presented with or without interpretation 
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Thirdly the researcher followed and reported ‗‘systematic‘‘ fieldwork procedures.  
3.8. Data Interpretation 
The researcher gives access of the study to colleagues to have suggestions and 
advices if possible. 
The researcher also turns to theory because theory can serve both analytically and 
interpretively. It is probably employed more often analytically, for providing structure. 
For interpretation, theory provides a way to link our case studies, invariably of 
modest scope, with larger issues. 
Refocus on interpretation itself. Sometimes intentionally, sometimes not, 
interpretation works its way to centre stage, the descriptive account serving only as 
introduction or example for a major effort at interpretation. More than simply linking 
up with theory or learning on it for an interpretive framework, the objective here is to 
develop that framework. 
The researcher connects with his personal experience by analysing the interpretative 
process. In lieu of the solid interpretation that may have hoped to provide, you might 
instead analyze the interpretive process. Explain what seems to be holding you back 
or what pieces of the puzzle are still missing. 
Interpret the analytical process 
Explore alternative formats. The more imaginative one may want to be in one‘s 
interpretation, including the exploration of personal feelings and beliefs, the more 
one may feel hampered rather than empowered by one‘s academic 
heritage.(http://books.google.ca/books?) 
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CHAPTER FOUR 
4.1. DATA ANALYSIS 
 
4.1.1. Introduction  
Lukhanji municipality is situated on the Northern Region of Eastern Cape 
Province. This municipality has two towns namely Queenstown which is the 
bigger town that is well developed in terms of resources and Whittlesea which is 
a very small rural town and is poor in terms of resources. This municipality has 27 
wards, which are divided, into towns, townships, suburbs, villages and farms 
 
For the purposes of obtaining information for the study, the researcher undertook 
survey research, which is the most commonly used method in social sciences. A 
letter requesting permission to conduct the research for the study was submitted 
to the Municipal Manager of Lukhanji Local Municipality, after which permission 
was granted. The subjects, who were used to obtain information, were officials 
from the municipality who deal with ward committees, a sample of ward 
committees and ward councillors. 
 
Information from respondents was gathered through use of interviews and 
questionnaires. The interviews were conducted with the officials from the 
municipality and the ward councillors. Telephonic contacts were made with them 
to secure appointments before commencing with interviews. 
 
This was also to ensure that they could adjust their time schedules to provide 
time for the interviews. In the meetings preceding the interviews, letters from the 
Municipal Manager indicating the approval to conduct the research were shown 
to them. Subsequent to the approval letter, individual letters to both the ward 
councillors and officials were given to them indicating the intention for conducting 
the research and their voluntary participation. 
 
The interviews took the form of highly structured and specific questions. An 
unstructured format was also used, in order to allow for a more relaxed 
environment and informal conversation. A high level of co-operation existed 
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during these interview sessions, resulting in much information being gathered to 
assist in the study. 
Information from ward committees was obtained using questionnaires in the 
different wards. Ward committee members, members of the community, 
councillors and municipal officials were identified to take part in the study. 
Lukhanji municipality is situated on the Northern Region of Eastern Cape 
Province. This municipality has two towns namely Queenstown which is the 
bigger town that is well developed in terms of resources and Whittlesea which is 
a very small rural town and is poor in terms of resources. This municipality has 28 
wards, which are divided, into towns, townships, suburbs, villages and farms. 
Therefore, a portion of ward committees and community members were selected 
from urban towns and the rest from the rural towns and farms.  
 
Of all the questionnaires that were used for interviews to ward committee 
members, community members, councillors and officials all participants were 
willing to participate. In respect of the ward councillors, only two were selected for 
the interviews. From the part of the officials of the municipality, two officials are 
managing the section and they availed themselves for the interview sessions and 
gave an insight on the functionality and role of ward committees in the 
Municipality. 
 
The study seeks to evaluate public participation on service delivery at  Lukhanji 
Municipality. The reason behind this research is that of a countrywide perception 
that ward committees are ineffective, thus affecting negatively on public 
participation for instance service delivery protests. A consequence of this kind of 
a perception is that communities end up not participating in the decision-making 
processes of municipalities. 
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4.1.2. POPULATION 
Chart 1 
 
 
Lukhanji municipality has an estimated population of 184 541 of which males 
are 86 094 and 98 447 is females; of that number 172 205 is Black Africans 
followed by coloured with 6 461, 5 536 White and 339 Indians.  92,6% Black 
Africans, 3.8% Coloureds,2.7 % whites and 0.5% Indians/Asian also indicated 
in chart 1(statistics SA 2012). 
, 
4.1.3. AGE GROUP RESPONDENTS 
Chart 2 
 
 
Chart 2 indicates that the largest group of respondents in Lukhanji 
Municipality were between the ages of 30 and 45, followed by those between 
the ages of 46 and 60 years. For the purpose of this study this was good as it 
would later emerge that this 30 to 60 is the age group that usually attends 
community meetings and other gatherings organised by the Municipality. 
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4.1.4. GENDER RESPONDENTS 
 
Chart 3 shows the questionnaires for the members of community out of five 
questionnaires majority of respondents were females. Out of five 
questionnaires for the ward committee members females were the majority 
respondents. On the third questionnaire that was meant for officials and 
councillors, majority were females. In summary, more females responded to 
the survey than males. This is not surprising, as one would assume that at the 
times when the surveys were conducted most men were at work or attending 
to the other matters of the community. 
 
Chart 3 
 
                         
4.2. TRANSPARENCY 
Chart 4 
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Chart 4 has an explanation about transparency on public participation. 
 
When community members were asked questions around transparency in the 
municipality, whether they were aware of Mayoral Executive Committee 
meetings, and if Council meetings were open to the public, the following 
responses were recorded. The majority (80%) of respondents were not aware of 
any open meetings mentioned above in Lukhanji Municipality. Only one was 
aware of such meetings.  
 
When asked if the municipality gave progress reports to the community, the 
majority of public members (60%) responded yes, it therefore means feedback 
about the projects and programs is given by the municipality to the communities. 
The other two responded no. 
 
When officials and councillors were asked if they gave any progress reports to 
the community on municipal projects and programmes, two out of four responded 
‗‘Yes‘‘, and two out of four responded ‗‘No‘‘. Of the two officials whom their 
responses were No, one said that the municipality has not been having or 
implementing a performance management system as that would have created 
and enforced feedback on activities of the municipality for the public. The other 
one said that the ward councillors are the ones who provide communities with 
such information. He further stated that councillors conduct monthly ward 
meetings in their wards and provide their communities with reports, projects and 
programmes that are on pipeline. 
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4.3. PUBLIC PARTICIPATION AND CONSULTATION 
 
Chart 5 
 
 
Chart 5 gives explanation about council meetings. 
The respondants were asked how community meetings are announced, the majority 
(60%) said that they are announced through loud hailing within the community. It is 
also mentioned by (60%) that ward committee meetings are also used to announce 
public meetings. The majority (80%) in public members claimed to have attended 
public meetings in the past two years, and reference was made to ward committee 
meetings and meetings organised by government departments. Most of the 
respondents( 60%) claimed not to be satisfied with the attendance at these meetings 
because they are not called on time so that more people could be aware of such 
meetings. 
 
A majority (60%) of ward committee members claimed that the open council 
meetings are being advertised on local newspapers and they agree that the ward 
public meetings loud hailing is used.  
 
When officials and councillors were asked if the executive committee meetings 
were open to the public, a majority of them responded ‗‘No‘‘. One of the officials 
said ‗‘No‘‘ there are councillors that were selected by the public to represent them 
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in those meetings. The other one said that members of the public are allowed to 
attend council meetings. 
 
When the ward committees were asked if they do give any recommendations to 
the council regarding developmental priorities, one said he is not sure but they 
send their recommendations through ward councillor. Moreover, the other one 
said that they sit on a meeting and send their report to the municipality and they 
do not know what the municipality does with those reports. The other one said 
that only a few things that they recommend as ward committees are taken into 
consideration by the municipality. 
 
When community members were asked what forums exist within the municipality 
for community participation, the majority of 60% mentioned that the Integrated 
Development Forum (IDP), the Special Programmes Unit (SPU) and Local 
Economic Development (LED) claiming to be aware of such programmes but 
they do not participate. The reason for them not to participate is that they have 
never been called to express their needs on IDP; a decision is being taken in the 
council about the community needs. 
 
On contrary, the ward committee members are claiming to be participating 
strongly on Integrated Development Forums. 
 
When officials and councillors were asked their opinions on effectiveness of 
community participation, they responded that it is a positive way of bringing out 
development closer to the people and create job opportunities and expression of 
community needs and exchange of information between municipality and 
communities. 
 
The majority of members of the public claimed that they rarely gave 
recommendations to council regarding their development priorities; while ward 
committee members claimed they regularly gave feedback to the community on 
decision taken in council and on progress on development issues that they took 
to council via the ward councillor and issues raised by the community. It emerged 
 
 
61 
 
that there were problems in some wards between the ward committee and ward 
councillor and that these tensions influence the flow of communication between 
Council and the ward community. 
 
When probing further into the institutionalisation of public participation most of the 
respondents (three out of five) said that they are not aware of anyone within the 
municipality who is responsible for public participation. The majority (four out of 
five) responded that the municipality does not provide any resources in order to 
promote public participation. And the majority 90% of ward committees claim not 
to have resources to promote public participation. 
When the councillors and officials were asked which resources the municipality 
provides in order to promote community participation one official responded that 
there are letters that are distributed in each household that announce meetings 
that will be held in each ward. And sometimes councillors use loud hailers to 
announce community meetings. The other councillor responded that there is a 
transport, stationery and a hall that the municipality give to the community as 
resources. The other councillor responded that there are no resources. The other 
official responded that there is very limited personnel on the side of officials, or 
budget for public participation and the brochures on the activities are done once 
per quarter. 
 
A significant number of respondents- and this was mostly ward committee 
members – claimed to receive a stipend in support of their travel expenses to 
attend community meetings. Respondents did not see the provision of a 
community hall as support offered by the municipality in promoting community 
participation. A large number of respondents stated that there has been a conflict 
between the ward community and the municipality in recent past. The cause of 
the conflict was mostly service delivery related issues, while some mentioned 
lack of electricity and the constant black-outs as one reason, others mentioned 
roads, lack of jobs or irregularities in employment in community and problems 
with the ward councillor. 
 
 
 
62 
 
In addition, a majority of 60% on ward committees are not aware of who is 
responsible for public participation at municipality.  
 
When councillors and officials were asked if there is someone within the 
municipality who is responsible for co-ordinating community participation, two out 
of four responded no they are not aware of that person and two out of four 
responded yes and that makes confusion because they should be aware of 
someone who is responsible for public participation 
 
When asked if they were aware of how the community participates in 
development projects the majority 60% claimed that they are aware on how the 
community participates in development projects but the problem is that they do 
not participate fully for example, they participate on Project Steering 
Committees(PSC‘s) but not fully. For example, the PSC is not involved in budget, 
costing, and expenditure of those projects. 
 
When asked how community members are recruited for the employment in 
development projects within the community, a majority (four out of five) of 
respondents claimed that the ward committee members draft a list and this list is 
given to the ward councillor. However, there is an element of showing 
dissatisfaction with the recruitment process. Whenever there were employment 
opportunities in municipal projects, within the community, some claim that there is 
nepotism and some claim that some ward committee members or some 
councillors accept briberies and some claim that people are recruited from 
political parties and if you are not a member of that political party you might not 
get the job. 
 
When asked how ward committees are elected, the majority responded that they 
are being nominated in a meeting and voted for by community members. 
 
When committees were asked if they understand their duties, a majority of them 
responded by saying that they are aware and some of them are dissatisfied with 
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the councillors, stating that the councillors do not give them the chance to 
participate fully on ward issues. 
 
When the officials and councillors were asked what measures do they think the 
municipality needs to put in place in order to achieve effective citizen participation 
in local government? One official responded that councillors should produce 
reports and proof of attendance registers, and the other official responded by 
saying, they should establish a unit to run with community participation as 
required by Chapter 4 of the Systems Act. The other councillor said there should 
be reports from allocated departments that community is participating. The other 
councillor responded by saying that there should be service delivery. 
 
When the officials and councillor were asked, have Community Based 
Organisation,( CBO‘s) and general members of the public had any conflicts with 
the local municipality, three out of four responded yes and one out of four 
responded no. One official stated that the conflict was that the community 
members were complaining about the lack of job opportunities within the 
municipality. The other stated that the conflict was from the community who felt 
that the municipality was lagging behind in providing services for the community 
and there was a march to the Executive Mayor of the municipality. One councillor 
stated the conflict was about service delivery and evaluation of rates. 
 
When officials and councillors were asked who participates mostly in public 
meetings, one official responded by saying youth is actively involved in politics, 
business sectors also participate and general members of the community which 
are not that many. The other official responded by saying, ward councillors, ward 
committees, municipal officials, government officials and communities are the 
ones who participate mostly. One councillor responded by saying community 
members are the ones who participate. In addition, the other councillor said that 
the community, councillors and ward committees are the ones who participate 
mostly in the public meetings. 
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Chapter 5 
5.1. Introduction 
The study seeks to evaluate public participation on service delivery at Lukhanji 
Municipality. The reason behind this research is that of a countrywide perception that 
ward committees are ineffective, thus affecting negatively on public participation for 
instance the service delivery protests. A consequence of this kind of a perception is 
that communities end up not participating in the decision-making processes of 
municipalities. 
5.2 Findings 
Based on the findings as stipulated in Chapter 4, the selection of respondents, in 
terms of the levels of officials, ward councillors, ward committees and community 
members is justifiable. This is because all these groupings are supposed to work 
together to ensure that the municipality enhances public participation. The officials 
have a responsibility to implement Council resolutions, which includes ensuring the 
establishment of ward committees that are effective. There is confirmation to the 
effect that not all ward committees are functional, as stipulated in terms of the 
establishment and type of Lukhanji Municipality.  
5.2.1. In terms of transparency  
When community members were asked questions around transparency in the 
municipality, whether they were aware of Mayoral Executive Committee meetings, 
and if Council meetings were open to the public, the majority of respondents were 
not aware of any open meetings mentioned above in Lukhanji Municipality. Only one 
was aware of such meetings. It then means there is no encouragement in 
municipality for people or communities to attend open council meetings. 
When asked if the municipality gives progress reports to the community, the majority 
of public members responded yes, it therefore means the municipality gives 
feedback about the projects and programs to the communities. Two other members 
said no. From the responses, the members who said no are from township and the 
majority that said yes are from rural areas it therefore means some of the councillors 
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from rural areas are more effective in engaging communities than those in 
townships. 
When officials and councillors were asked if they give any progress reports to the 
community on municipal projects and programmes, two out of four responded ‗‘Yes‘‘, 
and two out of four responded ‗‘No‘‘. Of the two officials whom their responses were 
No, one said that the municipality has not been having or implementing a 
performance management system as that would have created and enforced 
feedback on activities of the municipality for the public. The other one said that the 
ward councillors are the ones who provide communities with such information. He 
further stated that councillors conduct monthly ward meetings in their wards and 
provide their communities with reports, projects and programmes that are on 
pipeline.   
5.2.2. In terms of public participation and consultation  
When asked how community meetings are announced, the majority said that they 
are announced through loud hailing within the community. It is also mentioned that 
ward committee meetings are also used to announce public meetings and the public 
members claimed to have attended public meetings in the past two years, and 
reference was made to ward committee meetings and meetings organised by 
government departments. Most of the respondents claimed not to be satisfied with 
the attendance at these meetings because they are not called on time so that more 
people could be aware or prepare for such meetings. 
When the ward committees were asked if they do give any recommendations to the 
council regarding developmental priorities, one said he is not sure but they send their 
recommendations through ward councillor. Moreover, the other one said that they sit 
on a meeting and send their report to the municipality and they do not know what the 
municipality does with those reports. The other one said that only a few things that 
they recommend as ward committees are taken into consideration by the 
municipality. It then means ward committees are not taken serious as the people 
who should make recommendation either by the councillor or the municipality. 
When community members were asked what forums exist within the municipality for 
community participation, many responses emerged, others mentioned the Integrated 
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Development Forum (IDP), the Special Programmes Unit (SPU) and Local Economic 
Development (LED) claiming to be aware of such programmes but they do not 
participate.  
The reason for them not to participate is that they have never been called to express 
their needs on IDP; a decision is being taken in the council about the community 
needs. On contrary, the ward committee members are claiming to be participating 
very strong on Integrated Development Forums. The question now is where do ward 
committees get mandate if they participate on such forums? 
When officials and councillors were asked their opinions on effectiveness of 
community participation, they responded that it is a positive way of bringing out 
development closer to the people and create job opportunities and expression of 
community needs and exchange of information between municipality and 
communities. 
The majority of members of the public claimed that they rarely gave 
recommendations to council regarding their development priorities; while ward 
committee members claimed they regularly gave feedback to the community on 
decision taken in council and on progress on development issues that they took to 
council via the ward councillor and issues raised by the community. It emerged that 
there were problems in some wards between the ward committee and ward 
councillor and that these tensions influence the flow of communication between 
Council and the wards or community. 
When probing further into the institutionalisation of public participation most of the 
respondents said that, they are not aware of anyone within the municipality who is 
responsible for public participation. The majority responded that the municipality 
does not provide any resources in order to promote public participation. In addition, 
the majority of ward committees claim not to have resources to promote public 
participation. 
When the councillors and officials were asked which resources the municipality 
provides in order to promote community participation, one official responded that 
there are letters that are distributed in each household that announce meetings that 
will be held in each ward. In addition, sometimes councillors use loud hailers to 
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announce community meetings. The other councillor responded that there is a 
transport, stationery and a hall that the municipality give to the community as 
resources. The other councillor responded that there are no resources. The other 
official responded that there is very limited personnel on the side of officials, or 
budget for public participation and the brochures on the activities are done once per 
quarter. 
 A significant number of respondents, and this was mostly ward committee members, 
claimed to receive a stipend in support of their travel expenses to attend community 
meetings. Respondents did not see the provision of a community hall as support 
offered by the municipality in promoting community participation. In addition, the 
majority of ward committees are not aware of who is responsible for public 
participation at municipality.  
When councillors and officials were asked if there is someone within the municipality 
who is responsible for co-ordinating community participation, two out of four 
responded no they are not aware of that person and two out of four responded yes 
and that makes confusion because they should be aware of someone who is 
responsible for public participation. Analysing the above it means then that the 
municipality does not cater for public participation in terms of resources. 
 A large number of respondents on members of community stated that there has 
been a conflict between the ward community and the municipality in recent past 
years. The cause of the conflict was mostly service delivery related issues, while 
some mentioned lack of electricity and the constant black-outs as one reason, others 
mentioned roads, lack of jobs or irregularities in employment in community projects 
and problems with the ward councillor. 
 
When asked if they were aware of how the community participates in development 
projects the majority claimed that they are aware on how the community participates 
in development projects but the problem is that they do not participate fully for 
example, they participate on Project Steering Committees(PSC‘s) but not fully. For 
example, the PSC is not involved on budget, costing, and expenditure of those 
projects. 
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When asked how community members are recruited for the employment in 
development projects within the community, a majority of respondents claimed that 
the ward committee members draft a list and this list is given to the ward councillor. 
However, there is an element of showing dissatisfaction with the recruitment 
process. Whenever there were employment opportunities in municipal projects, 
within the community, some claim that there is nepotism and some claim that some 
ward committee members or some councillors accept briberies and some claim that 
people are recruited from political parties and if you are not a member of that political 
party you might not get the job. The finding is that there is a lack of transparency on 
projects planning and recruitment process. 
When asked how ward committees are elected, the majority responded that they are 
being nominated in a meeting and voted for by community members. 
When committees were asked if they understand their duties, a majority of them 
responded by saying that they are aware but some of them are dissatisfied with the 
councillors, stating that the councillors do not give them the chance to participate 
fully on ward issues. 
When the officials and councillors were asked what measures, do you think the 
municipality needs to put in place in order to achieve effective citizen participation in 
local government? One official responded that councillors should produce reports 
and proof of attendance registers, and the other official responded by saying, they 
should establish a unit to run with community participation as required by Chapter 4 
of the Systems Act. The other councillor said there should be reports from allocated 
departments that community is participating. The other councillor responded by 
saying that there should be service delivery.  
When the officials and councillor were asked, have Community Based Organisation,( 
CBO‘s) and general members of the public had any conflicts with the local 
municipality, majority responded yes . One official stated that the conflict was that 
the community members were complaining about the lack of job opportunities within 
the municipality. The other stated that the conflict was from the community who felt 
that the municipality was lagging behind in providing services for the community and 
there was a march to the Executive Mayor of the municipality. One councillor stated 
the conflict was about service delivery and evaluation of rates. 
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When officials and councillors were asked who participates mostly in public meetings 
the general response was youth, business sectors, ward councillors, ward 
committees, municipal officials, officials and communities members. It therefore 
means public participation is only on public meetings. 
The following are summarised findings: 
 Council meetings are not open enough to the public. 
 No encouragement from the municipality for people or communities to attend 
open Council meetings. 
 Progress reports are not given to the public. 
 Councillors from rural areas interact constantly with their ward committees. 
 Lukhanji performance management system is not clear. 
 The loud hailing system for announcing the meetings is not enough. 
 Ward committee recommendations are not taken into consideration. 
 Communities are not involved enough on development forums. 
 Institutionalisation of public participation is not clear. 
 No resources are provided to promote public participation. 
 Irregularities in employment in community projects at ward level. 
 There are no measures to ensure public participation. 
 
5.3. RECOMMENDATIONS 
Public participation should be seen as a strategic tool, which is meant to assist 
Lukhanji municipality in reaching out to the wider communities and needs, strategic 
capabilities on the part of both the political and administration leadership in the 
municipality. In other words, the efficiency of the ward participatory system should be 
enhanced by going back to basics, resuscitating the system by ensuring that: 
 The establishment is in terms of the guidelines for the establishment and 
operations of ward committees. 
 The roles and responsibilities are clearly defined and channels for 
communication are clearly defined. 
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 Capacity building programmes for ward committees should outlined to create 
a knowledge base for Council during the term of the current ward committees 
and beyond. 
 Institutionalisation of public participation. 
 The role of the ward councillor is clearly defined and known to all ward 
committees. 
 Public participation policy must be developed as a matter of urgency to give a 
clear guidance when communities should participate on issues of governance 
as well as the role of ward committees 
 Public participation should be seen within the context of responding to public 
issues relating to social, economic and political issues. Communities are 
social beings that have set values and desires, which must be satisfied at all 
times. Public participation can assist in bringing back the value system of 
communities and the moral fibre that seems to be a challenge in today‘s 
society. 
 The by-law for ward committees should be developed to enable ward 
committees to understand their roles and responsibilities 
 The performance management system must be developed for ward 
committees, including the ward councillors. This is premised from the fact that 
ward committees have a specific role that they must fulfil in society. On the 
other hand, Council has a responsibility to ensure the establishment of 
effective and functional ward committees. In the event that ward committees 
are both ineffective and disfunctional, Council also has a responsibility to 
disband them. It becomes difficult to disband a structure whose 
responsibilities are not clear. In other words, clear roles and responsibilities 
must be outlined to guide the operations of ward committees, followed by a 
process of establishing the performance management system for ward 
committees to assess their functionality. 
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5.4 CONCLUSION 
The economic dimension of public participation relates to the process by which 
people benefit within the economic mainstream of the economy and thus benefit 
from government programmes and projects, thereby improving their conditions of 
living. This can be done through the creation of job opportunities and gaining access 
to financial institutions without causing any possible risks to either party. 
The political dimension relates to the fact that political office bearers are elected 
through the election process. Whether one is a councillor or a ward committee 
member, they get their mandate from the constituencies that elected them. This state 
of affairs necessitates some element of public accountability. Through enhanced 
public participation processes, accountability can be enforced. The other factor that 
must be given serious consideration is the fact that councillors have a term of office 
within which they are elected and it is during this period that their performance can  
be assessed to ascertain whether they represent the will and aspirations of 
communities. Ward committees can serve as a vehicle to ensure that all three 
dimensions of public participation are achieved. 
The municipality can always introduce an incentive system or a competition to award 
the best performing ward committee, however putting clear indicators along which 
the assessment will be done. This approach will then put the onus on the 
municipality to strengthen its support to enable ward committees to be effective in 
their operations. This system can always be linked to the performance management 
system of the ward committee. 
Council can once more establish a Public Participation Committee whose members 
will be the councillors. This platform can assist the ward councillors to share their 
best practices and experiences in an endeavour to assist these ward committees 
that are not functional and enable them to operate according to the expected 
standards. This is based on the premise that, whilst ward councillors belong to 
political parties of their choice, they should not be biased towards members of their 
parties, but to the communities and treats them equally. Lastly, in the processes 
involved in the development of municipal documents such as IDP, the municipality 
needs to use interactive participation methods and include the public from outset. 
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This would see the quality of documents being developed and the public would be 
made of all the challenges facing municipality. 
The South African Government committed itself to institutionalise wide ranging 
participatory processes in the different spheres and public institutions in the country. 
The attempt to introduce participatory and direct democracy is evident, in addition to 
institutions and processes at national and provincial levels, in the planning processes 
and policy formulation of local government structures. 
Municipal authorities are legally committed to involving community organisations in 
the formulation of budget, planning and developmental priorities. The Constitutions 
of South Africa (Act no. 108 of 1996) mandates local government to provide a 
democratic and accountable local government and encourage the involvement of 
communities and community organisations in the matters of local government. 
The establishment of ward committees is the duty of all municipalities to ensure that 
they fulfil their role of enhancing public participation. The understanding then is that 
the institutional arrangements of council must be organised in such a manner they 
are enabled to function effectively. It is also imperative to note the working relations 
between ward committees and ward councillors should be enhanced to ensure that 
communities get the greatest benefit out of municipal programmes by way of a clear 
communication strategy.Institutionalisation of public participation must always 
receive priority. 
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ANNEXURES 
ANNEXURE 1 
Questionnaires 
 QUESTIONNAIRE FOR PUBLIC MEMBERS  
1. Are Mayoral Executive Committee meetings or Executive committee meetings open 
to the public? 
a. Yes  b. No  c. Other  
 
        
      
 
2. Does the municipality give progress reports to the community on municipal projects 
and programmes? 
a. Yes  b. No  c.Don’t know  
 
 
 
 
3. How are the members of the public informed about ward meetings? 
 
a. Municipal accounts  
b. Public notice boards  
c. Municipal newsletter  
d. Loud hailing  
e. Radio announcement  
f. Ward committee meetings  
g. Local newspaper  
h. Don’t know  
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4. Have you in the past 2 years attended any of the public meetings? 
a.Yes  b.No  c.Not sure  
 
 
 
5. Did ward community members at the meeting you attended satisfy you with the level of 
attendance? 
a.Yes  b.No  c.Not sure  
 
 
  
6. Who participates in these meetings? 
 
 
 
7. What forums for community participation are you aware of in your municipality? 
 
 
 
8. Do members of the public and CBO’s, through the ward committee give recommendations 
to the council regarding their development priorities? 
a.Yes  b.No  c.Not sure  
 
 
 
9. Is there someone within the municipality who is responsible for coordinating community 
participation? 
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a. Yes  b.No  c.Don’t know  
 
 
 
 
10. Which resources does the municipality provide in order to promote community 
participation? 
 
 
 
11. In your views how important, is public participation in local governance? 
 
 
 
12. What measure do you think the municipality needs to put in place in order to archive 
effective citizen participation in local governance? 
 
 
 
13. Has your ward had any conflicts with the local municipality? 
a. Yes  b.No  c.Not sure  
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14. What was the conflict all about? 
 
 
 
 
15. How does the community participate in development projects? 
 
 
 
 
 
16.  How are people from the community employed in community development projects? 
 
 
 
17. (A) Have you in the past 2 years attended IDP meetings? 
a. Yes  b.No  
 
 
 
18.  If yes how often? 
  
 
  
    THANK YOU FOR PARTICIPATING!  
 
 
 
 
 
81 
 
 
ANNEXURE 2  
QUESTIONNAIRE FOR WARD COMMITTEE MEMBERS 
1. How are you informed about council meeting? 
 
 
 
2. In your municipality what forums exist for community participation? 
 
 
 
3. How often do you attend any of the forums for community participation? 
 
 
 
4. In your opinion hoe effective are the following forums for community participation in your 
municipality? 
 
 
 
5. What do you think contributes to the effectiveness of forums for community participation? 
 
 
 
6. Do you, as the ward committee give recommendations to council regarding your 
development priorities? How? 
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7. Is there someone within the municipality who is responsible for coordinating community 
participation?  
 
 
 
8. Which resources does the municipality provide in order to promote community 
participation? 
 
 
 
9. Are you satisfied with your ward committee structure? Please give a detailed answer 
 
 
 
 
10. In your views, what do you think are the problems hampering effective citizen participation 
in your local municipality?  
 
 
 
11. Have members of the community and/or CBO’s had any conflicts with the local municipality? 
 
 
  
If the answer above is yes 
12. What was the conflict about? 
 
 
 
13. How are ward committees elected? 
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14. In your view, do ward committees understand their duties? Please explain 
 
 
 
 
 THANK YOU FOR PARTICIPATING! 
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ANNEXURE 3 
QUESTIONNAIRE FOR COUNCILLORS AND OFFICIALS 
1. Are Mayoral Executive Committee meetings or Executive Committee meetings open to the 
public? 
 
 
 
2. Does the municipality give progress reports to the community on municipal projects and 
programmes? (E.g. reports at ward committee meetings, etc) how are these feedbacks 
given? 
 
 
 
3. How are members of the public informed about council meetings? 
 
 
 
4. Are you satisfied with the level of attendance at council meetings by members of the public? 
 
 
 
5. In your municipality, what forums exist for community participation? 
 
 
  
6. In your opinion how effective, are the forums for community participation in your 
municipality? 
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7. What contributes to the effectiveness of forums for community participation? 
 
 
 
  
8. Do members of the public and CBO’s through the ward committee, give 
recommendations to council regarding their development priorities? 
 
 
  
9. Is there someone within the municipality who is responsible for coordinating community 
participation?  
 
 
10. Which resources does the municipality provide in order to promote community 
participation? 
 
 
  
11. In your views, how important is public participation in local government? 
 
 
  
12. What measures do you think the municipality needs to put in place in order to achieve 
effective citizen participation in local government? 
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13. Have CBO’s and the general members of the public had any conflicts with the local 
municipality? 
 
 
  
14. What was the conflict about? 
 
 
  
15. In your view and experience, what methods does the municipality use to enhance public 
participation? 
 
 
16. Who participates mostly in public meetings? 
 
 
 
17. Are you aware of how the LED strategy for the municipality is developed? If so, can you 
 Please explain 
 
 
  
THANK YOU FOR PARTICIPATING! 
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